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IDENTIFICA1'ION OF WITNESS

2 Q.

A.

PLEASE STATE YOUR NAME, OCCUPATION AND BUSINESS ADDRESS

3 My name is Renée Albersheim. I am employed by Qwest Services Corporation

parent company of  Qwest Corporation ("Qwest"), as a Staf f  W itnessing

Representative. I am testifying on behalf of Qwest. My business address is

1801 California Street, 24th floor, Denver, Colorado, 80202

7 Q. PLEASE DESCRIBE YOUR

EMPLOYMENT EXPERIENCE

EDUCATIONAL BACKGROUND AND

I have been working in Qwest's Global Wholesale Markets organization since

December 2003. Before December 2003, I had worked in Qwest's Information

Technologies Wholesale Systems organization since joining Qwest in October

1999. As a Staff Witnessing Representative, l provide support for Qwest's

responses to regulatory issues associated with the 1996 Telecommunications

Act. FCC orders, state commission decisions, and other legal and regulatory

matters

Prior to becoming a Qwest employee, I worked for 15 years as a consultant on

many systems development projects and in a variety of roles, including the

following: programmer and systems developer, systems architect, project

manager, information center manager and software training consultant. worked

on projects in a number. of different industries, including: oil and gas, electric

water and telephone utilities, insurance, fast food, computer hardware, and the

military. l also designed and developed a number of applications, including

electronic interfaces. During that t ime, I worked on several of  Qwest 's

Operations Support Systems ("OSS") as a consultant on Human Resources and

interactive Access Billing Systems ("lABS") projects
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1

2

3

4

5

6

In  add i t ion  to  work ing  fu l l - t ime a t  Qwes t ,  I  a lso  earned a  Jur is  Doc to r  degree  f r om

t h e  U n i v e r s i t y  o f  D e n v e r  C o l l e g e  o f  L a w  a n d  P a s s e d  t h e  C o l o r a d o  B a r

Ex amina t ion  in  Oc tobe r  2001 .  P r io r  to  a t tend ing  law  s c hoo l ,  I  r ec e iv ed  a  Mas te r

o f  B u s i n e s s  A d m i n i s t r a t i o n  i n  M a n a g e m e n t  i n f o r m a t i o n  S y s t e m s  f r o m  t h e

U n i v e r s i t y  o f  C o l o r a d o  C o l l e g e  o f  B u s i n e s s  a n d  A d m i n i s t r a t i o n  i n  1 9 8 5  a n d  a

Bache lo r  o f.Ar ts  degree  f r om the  Un ivers i ty  o f  Co lo rado in  1983.

7 Q . H A V E  y o u  T E S T I F I E D  P R E V I O U S L Y  I N  A R I Z O N A ?

8

9

1 0

1 1

1 2

A . Y e s ,  I  a m  c u r r e n t l y  a  w i t n e s s  i n  t h e  W i r e  C e n t e r  I m p a i r m e n t  C a s e  ( T R R O )

D o c k e t  N o .  T - 0 1 0 5 1 B - 0 6 - 0 0 9 1 . I  p r e s e n t e d  t e s t i m o n y  i n  t h e  i n t e r c o n n e c t i o n

a g r e e m e n t  a r b i t r a t i o n  b e t w e e n  C o v a d  a n d  Q w e s t ,  D o c k e t  N o .  T - 0 3 6 3 2 A - 0 4 »

0 4 2 5 ,  a n d I appea r ed in t h e  Co s t  Do c k e t  P r o c e e d in g ,  Do c k e t  No .  T - 0 0 0 0 0 A - 0 0 -

0 1 9 4 .

1 3

1 4

Q . H A V E Y O U T E S T I F I E D B E F O R E O T H E R S T A T E R E G U L A T O R Y

C O M M I S S I O N S ?

1 5

1 6

1 7

1 8

1 9

2 0

Y e s .  A s  a  w i t n e s s  f o r  Q w e s t ' s  G l o b a l  W h o l e s a l e  M a r k e t s  o r g a n i z a t i o n ,  I  h a v e

f i l e d  w r i t t e n  t e s t i m o n y  a n d  a p p e a r e d  b e f o r e  t h e  c o m m i s s i o n s  i n  C o l o r a d o ,

M i n n e s o t a ,  N e w  M e x i c o ,  U t a h ,  W a s h i n g t o n  a n d  W y o m i n g . l i m y  j o b  a s  a

w i t n e s s  o n  m a t t e r s  d e a l i n g  w i t h  Q w e s t ' s  i n t e r c o n n e c t i o n  a g r e e m e n t s  a n d

o p e r a t i o n s  s u p p o r t  s y s t e m s ,  I  h a v e  a l s o  s u b m i t t e d  w r i t t e n  t e s t i m o n y  i n  i d a h o ,

lowa ,  Nor th  Dako ta ,  Or egon ,  Sou th  Dako ta ,  Mon tana ,  and  Nebr aska .

i
I-

2 1

2 2 Q . W H A T  I S  T H E  P U R P O S E  O F  Y O U R  T E S T I M O N Y ?

ll P U R P O S E  O F  T E S T I M O N Y

23

24

25

A .

A . The purpose  o f  my  tes t imony  is  tO rep ly  to  por t ions  o f  the  tes t imony  o f  Mr .  James

W e b b e r  o f Esche lon . I  w i l l  exp la in  tha t  Mr .  Webber  fa i ls to  d i f fe r en t ia te  the  two

e x p e d i t e  p r o c e s s e s  o f f e r e d  b y  Q w e s t  t h a t  a r e  p r e m i s e d  o n  t h e  l o n g - s t a n d i n g
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distinction between designed and non-designed products. I will show that Mr

Webber is incorrect in his assertion that Qwest discriminates against Eschelon in

its offering of expedited orders. I will show that Eschelon's current

interconnection agreement does not allow Eschelon to demand expedites for

designed service orders at no charge. And finally l will show that Mr. Webber's

criticisms of theCMp process are misplaced

Ill DESIGNED VERSUS NON-DESIGNED SERVICES

8 Q. DID MR. WEBBER DISTINGUISH BETWEEN DESIGNED AND NON

DESIGNED SERVICES IN HIS TESTIMDNY, AND WHY DOES THIS MATTER?

10 No, he did not. Mr. Webber makes several statements in his testimony regarding

Escheton's eoncem that there is a separate process for expedites of unbundled

loops, and he claims that the expedite process for unbundled loops should be the

same as that for retail and QPP services. He believes that Qwest makes the

distinction based on the fact that there is no retail analog for unbundled loops

Apparently he has not understood the true basis for the distinction. Qwest has

established two expedite processes because Qwest has two types of services

designed services and non-designed services

18 Q. WHAT IS A NON-DESIGNED SERVICE?

20

A non¥designed service, also known as POTS ("Plain Old Telephone Service") is

a very basic telephone service. Inventory for a non-designed service is

provisioned out of Qwest's Loop Facility Assignment and Control System

("LFACS") database. A non-designed service is identified by a 13-digit code that

is a combination of a 3-digit customer code and a 10-digit telephone number

Resale POTS is an example of a non-designed service

A.

See In the Matter of the Complaint of Eschelon of Arizona, Inc. Against Qwest Corporation, Docket No
T-01051B-06-0257, Docket No. T-03406A-06-0257, Direct Testimony of James D. Webber on Behalf
of Eschelon Telecom of Arizona, Inc., July 13, 2006 ("Webber Direct") at page 6
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1 Q. WHAT IS A DESIGNED SERVICE?

2

3

4

5

6

7

A designed service is a more complex service. Inventor for a designed service

is provisioned out of both LFACS and the Tank Inventory Record Keeping

System ("TIRKS"). A designed service is identified by a circuit id. Provisioning

intervals for designed services are generally longer than for non-designed

services, as provisioning of designed services is more complex, An unbundled

loop is an example of a designed service.

8

g

Q. DO QWEST'S , PERFORMANCE MEASURES ACCOUNT FOR THE

DIFFERENCE BETWEEN DESIGNED AND NON4DESIGNED SERVICES?

A.

.
I
Il

10

11

12

13

14

15

16

17

18

19

20

21

22

23

.24

25

Yes. Qwest's provisioning Performance Indicator Definitions ("PlDs")

consistently distinguish between designed and nOn-designed services. For

example, unbundled loops, which are designed services, are measured

separately from resale POTS services, which are non-designed. As I noted

above, provisioning designed services is a more complex task. Qwest's

provisioning PlDs demonstrate that designed services are expected to take

longer to provision, and therefore have longer provisioning intervals, For

example, OP-3 is the measure that determines the percentage of orders that

Qwest must complete on time - "Commitments Met." For resale and UNE-P

(now available commercially as QPP), Qwest must provision these services at

parity with Qwest's retail POTS services. The same is true for OP-4 - which

measures the standard installation intewalf But unbundled loops are not

compared to these non-designed services. Because there is no retail analog

against which to compare unbundled loops, the FCC, and the industry in general,

recognize that comparing unbundled loops to retail POTS is not appropriate.

instead, benchmarks have been established to measure ILEC performance in

A.

2 Current measures of Qwest's PID performance may be found at
http:/lwww.Qwest.com/wholesaielresults/roc.htmI .

t

I

r
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1

2

3

4

5

6

7

provisioning Unbundled Network Elements ("UNEs").3 As a result, Qwest's

performance measures track provisioning of unbundled loops separately, and

instead of comparing them to retail POTS, unbundled loops are measured

against benchmark performance standards. Qwest's fourteen states each have

performance assurance plans that monitor Qwest's performance against the

PIDs and provide for penalties when Qwest's performance does not meet the

appropriate parity or benchmark standards.

8

9

Q. WERE QWEST'S PIDS EVALUATED DURING THE 271 APPROVAL

PROCESS?

10

11

12

13

14

A. Yes. Qwest's performance against the PIDS was evaluated as part of the third

party tests conducted here in Arizona and in Qwest's 13 other local states. The

FCC determined that Qwest's performance against the PlDs was evidence that

Qwest .was providing CLECs with a meaningful opportunity to compete in

Qwest's local territory."

_

a See for example In re Bellsouth Com., 13 FCC red 20599, 20717 'll 198 (FCC Oct. 'I s, 1998)"the
provisioning. ort unbundled loops has no retail analogue", Id. at 87 n. 248 "ordering and provisioning of
UNEsgenerally has no retail analogue", In re Deployment of VWreline Services Offering Advanced
Telecommunications Capability and Implementation of the Local Competition Provisions of the
Telecommunications Act of 1996, 14 FCC Rcd 20912,20962 n. 248 (FCC Dec. 9, 1999) "Historically, the
Commission has held that most UNEs do not have a retail analog.", 21" Century TelecoMof Illinois, Inc. v. Illinois
Bell Telephone Company, 2000 Ill. PUC Lexis 489 *74-75 (Ill. PUC June 15,2000) "work required to provisionan
unbundled loop is substantially more extensive than work required to do 'line translation' to provision a retail
POTS line".

4 See for example In the Matter of Application by Qwest Communications International, Inc. for
Authorization To Provide In-Region, InterLAy TA Services in the States of Colorado, Idaho, Iowa,
Montana, Nebraska, North Dakota, Utah, Washington and Wyoming, WC Docket No. 02 - 314, FCC
02.232, December 23, 2002, ("9-State 271 Order") at11117, 349, K-4, In the Matter of Application by
Qwest Communications international Inc. for Authorization to Provide in-Region, lnterLA TA Services
in Arizona, WC Docket No. 03 -194, FCC 03-309, ("Arizona 271 .Order") at 1[1I 2, 16, C-5.
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1 Q. WERE QWEST'S PIDS APPROVED BY THIS COMMISSION?

2

3

4

A. Yes. This Commission evaluated Qwest's PIDS and adopted a performance

assurance plan as a condition of its approval of Qwest's 271 Application in

Arizona.5 .

5

6

7

Q. HAS THE FCC ENDORSED PERFORMANCE MEASURES THAT RECOGNIZE

THE DISTINCTION BET\NEEN THE PROVISIONING OF DESIGNED AND

NON-DESIGNED SERVICES?

8

9

10

11

Yes. In numerous decisions, the FCC has explicitly differentiated between

unbundled loops (designed services) and POTS (non-designed services), and by

approving performance measures that make this distinction had indicated that by

definition ILE Cs give CLECs a meaningful opportunity to compete?

12

13

14

Q. HAVE OTHER DECISIONS RECOGNIZED THAT THE PROVISION OF

UNBUNDLED LOOPS IS NOT ANALOGOUS TO THE PROVISION OF POTS

(NON-DESIGN) SERVICES?

I

15

16

17

18

19

Yes. Comparing the provisioning of unbundled loops to the provisioning of POTS

services is like comparing apples and oranges. Because the two categories of

services are substantially different in the amount and nature of work required,

Qwest's processes for ordering and provisioning non-designed services differ

substantially from its processes for ordering and provisioning designed services.

I

4

A.

A.

5 In the Matter of U.S. West Communications Inc.'s Compliance with Section 271 of the
Telecommunications Act of 1996, Docket No. T-00000A~97-0238, Decision No. 64888, June 7, 2002.

a See for example, In Re Application by Bell Atlantic New York for Authorization Under Section 271 of the
Communications Act to Provide In-Region, interLAy TA Service in the State of New York, 15 FCC Rcd
3953 1]8 (Rel. Dec 22, 1999), in re Application of SBC Communications Inc., et al,. Pursuant to
Section 271 of the Telecommunications Act of 1996 to Provide in-Region, lnterLA TA Services in
Texas, 15 FCC Red 18354, 18361 -18362 1113 n.33 (FCC Rel. June 30, 2000), in Fe Application by
Verizon New England Inc. et al., for Authorization to Provide In-Region, InterdATA Services in Maine,
17 FCC Red 11659 117 (FCC Rel. June 19, 2002).

I
I
I
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1

2

This is a well-known difference in the industry and is supported by many

commission decisions?

3 IV EXPEDITES

4

5

Q. HAS MR. WEBBER CORRECTLY STATED THE FACTS REGARDING HOW

EXPEDITES ARE HANDLED FOR QWEST'S VARIOUS CUSTOMERS?

6

7

8

9

10

11

12

No. For example, Mr. Webber states on page 12 of his testimony, "The

emergency-based Expedites Requiring Approval process has been available and

used by the Parties for the entire term of the existing ICA, until recently due to

Qwest's unilateral decision to deny Eschelon's expedite requests." As l will

explain below, Mr. Webber's statement is over-broad, and is not an accurate

reflection of how Qwest handles expedites today, nor does he accurately

describe how expedites have been handled over time.

13 Q. WHAT IS ANEXPEDITE?

il

14

15

16

17

18

19

20

21

Qwest provisions services - whether designed services like unbundled loops, or

non-design services like resold POTS - according to standard intervals. These

intewais were defined in the 271 process, and later in Change Management

Process ("CMP") to ensure parity with Qwest's retail intervals when there is a

comparable retail product." There are times, however, when a CLEC such as

Eschelon wants to "expedite" an order and obtain a circuit more quickly. in other

words, there are times when the CLEC wants to obtain superior service to that

which Qwest provides to its own customers. In the CMP, these are defined as

A.

A.

7 See for example In re Application by Bell Atlantic New York for Authorization Under Section 271 of the
Communications Act to Provide IN-Region, lnterL.ATA Service in the State of New York, 15 FCC Red
3953, FCC 99-404, 1[44 (Rel. Dec. 22 , 1999) (regarding different standards to show
nondiscrimination, for services that have an analogue versus those that do not have an analogue), In
Re U.S. WEST Communications, Inc., 2002 WL 1378630, Decision No. 64836 1[6 (Ariz. Corp. Comm.
May21, 2002), (" in the Bell Atlantic New York Order the FCC stated that the ordering and
provisioning of network elements has no retail analogue...").

8 l will discuss the CMP separately below.
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1

2

requests for "expedites." So an expedite is a mechanism to request that an order

be provisioned more quickly.

3 Q. HOW DID QWEST DEVELOP ITS CURRENT EXPEDlTEIPROCESS?

4

5
5

7

8

9

10

11

12

13

14

15

16

17

As discussed more fully in the testimony of Qwest witness Jill Martain, in

February 2004, Covad submitted a change request to the CMP requesting an

expedite process for design services, like unbundled loops. In the past, when a

CLEC wanted to expedite an order, it had to establish that the expedite request

was justified based upon a set of defined rationale. For example, it could show

that the order presented a "medical emergency." Qwest would then analyze the

request, either agree or disagree with the explanation that the request fell within

one of the accepted categories for expediting an order, and treat the order

accordingly. This resulted in debate and discussion about whether the standard

was satisfied. CLECs wanted more certainty than this process provided, hence

Covad's change request. Via the CMP, Qwest established a procedure through

which Qwest would provide expedites to CLECs via one of two options detailed

in Qwest's PCAT.° Which option applies .depends on the product being

ordered.'°

18

19

20

21

The first option iS referred to as "PreApproved Expedites". Per the PCAT, this

option requires language in CLEC Interconnection Agreements supporting

expedited requests with a "per day" expedite rate. "Pre-Approved Expedites"

allow expedites for designed services. While a rate applies, the CLEC does not

A.

9 The term PCAT is derived from the words Product CATalog. At Qwest, PCATs have evolved into
documents that contain much more than product information. Theyinclude all the processes and
procedures necessary to enable CLECs to obtain pre-ordering, ordering, provisioning, .billing and
maintenance and repair services from Qwest. All of Qwest's PCATs can be found on Qwest's
Wholesale website at wvvw.owest.com/wholesale .

lo Qwest's current expedite process is explained in the Expedites and Escalations PCAT, attached as
1 Exhibit RA-1 |
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1

2

need to justify its reasons for seeking the expedite, it can request an expedite for

any reason at all.

3

4

5

6

The second option applies to prod acts not covered in "Pre-Approved Expedites."

in other words, the second option applies to non-designed services. This is

referred to in the PCAT as "Expedites Requiring Approval". When an expedite is

justified for these products, expedite charges do not apply.

7

8

9

10

11

12

The primary distinction is that the process defined and created in the CMP

dif ferentiates between design services and non-design (POTS) services.

Eschelon wants to circumvent CMP, and apply the process meant for non-.

designed services to all services. Qwest makes the differentiation on the retail

side of its.business, and provides expedites to its retail POTS customers and its

retail design services customers using two completely different processes.

13

14

15

Q. .HAVE CLECS INTERESTED IN OBTAINING .EXPEDITED ORDERS FOR

UNBUNDLED LOOPS OPTED INTO THECURRENT EXPEDITE PROCESS

CREATED IN THE COMMISSION APPROVED CMP?

|
l

l
|

16

17

18

19

2 0

21

Yes. A number of CLECs have agreed to the CMP approved expedite process

by signing various agreements, Whether they are commercial agreements,

expedite amendments, or interconnection agreements containing terms allowing

for expedites for designed services. Escheion is the only company of which

Qwest is aware that wants to expedite orders for unbundled loops that has not

executed the amendment for the new process.

Q. MR.  WEBBER CLAIMS T HAT QWEST'S EXPEDITE PROCESS

UNBUNDLEDLOOPS IS D|5CR|M|NAT0RY_ IS HE CORRECT?

FOR *I
22

23

-
I
I

24

25

A.

A. As I will explain below, Qwest provides expedites for free for non-designed

services under a specked set of circumstances to all of its customers - retail and
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CLECs alike. Qwest provides expedites for designed services to all of its

customers - retail and CLECs alike - at a rate of $200 per day

3 Q. How ARE EXPEDITES HANDLED FOR QWEST'S CUSTOMERS (WHETHER

RETAIL OR CLECS) WHO PURCHASE DESIGN SERVICES INARIZONA?

In Arizona, all customers have access to expedites for designed services at a

rate of $200 per day

7 Q. HOW ARE EXPEDITES HANDLED FOR QWEST'S CUSTOMERS WHO

PURCHASE POTS SERVICES (NON DESIGN SERVICES) IN ARIZONA?

In Arizona. all customers, both retail customers and CLECs, have access to

expedites for free under the following list of conditions

Flood

Medical emergency

National emergency

Conditions where your end-user is completely out of service

(primary line)

Disconnect in error by Qwest

Requested service necessary for your end-user's grand opening event delayed for
facilities or equipment reasons with a future RFS date

Delayed orders with a future RFS date that meet any of the above described
conditions

National Security

Business Classes of Service unable to dial 911 due to previous order activity

Business Classes of Service where hunting,~call forwarding or voice mail features are
not working correctly due to previous order

activity where the end-users business is being critically affected

Expedites for designed services are not offered to any customers, retail or CLEC, in the state of
Washington

See Exhibit RA-1, Expedites and Escalations PCAT
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2 Q. DOES QWEST DISCRIMINATE AGAINST ANY OF ITS CUSTOMERS WITH

REGARD TO EXPEDITING ORDERS?

4 A. Absolutely hot. Qwest uses one set of processes for design services, and one

set of processes fOrPOTS services. This is true whether the customer is a retail

customer or a CLEC

7 Q. ON PAGE 29 OF HIS TESTIMONY, MR. WEBBER DESCRIBES THE BASIS

FOR HIS CONCLUSION THAT QWEST PROVIDES EXPEDITES TO ITS

RETAIL CUSTOMERS THAT IT DENIES TO E5CHEL0N_. IS HIS

CONCLUSION VALID?

No. Mr. Webber states, "Qwest does not charge (or waives) non-recurring

charges - one of which is the expedite fee - for the reestablishment of service in

the case of fire, flood or other occurrences attributed to an Act of God." The key

words in Mr. Webber's statement are "reestablishmerit of service

speaking of a situation where a customer needs repair. The facts of this

complaint refer to Eschelon's desire for an expedite of an order. It is very

important to distinguish ordering from repair. When you are seeking a repair, you

are seeking to have something that is not working restored to working order

When you are placing an order, you are seeking to change the state of your

service. whether it is to establish new service, change the features of existing

service. or disconnect service. Ordering and requests for repair are entirely

different processes. As Qwest witness Jean Novak explains in detail, Eschelon

issued an order in error to disconnect the Marc Center. Eschelon later submitted

an order to establish service at the Marc Center, and Eschelon asked Qwest to

expedite the due date for that order. Mr. Webbel"s entire discussion of repair is

irrelevant to the present complaint
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1

2

3

Q. IS IT APPROPRIATE THAT THE EXPEDITE CHARGE SHOULD BE THE

SAME FOR CLEC CUSTOMERS AS IT IS FOR ALL OTHER QWEST

CUSTOMERS?

1
9
I
1

4

5

6

7

8

g

Yes. This is the essence of non-discrimination. In its Motion for Summary

Judgment, Eschelon claims that it is entitled to receive expedites in under the

same terms and conditions under which Qwest offers expedites to itself and its

other customers." That is precisely what Qwest has offeredto Eschelon. The

fact that Eschelon has refused to accept the terms does not mean in any way

that Qwest has discriminated against Eschelon.

1

10
11

Q. MR. WEBBER CLAIMS THAT QWEST'S DISCRIMINATES IN THE RATES

THAT HAVE BEEN SET. HOW no YOU RESPOND?

i

1

i
1

12

13

14

15

16

17

On page 31-34 of Mr. Webber's testimony, Mr. Webber states that it is unfair to

charge $200 per day to expedite orders for unbundled loops and $0 to expedite

orders for POTS services when emergency conditions exist. Mr. Webber

rationalizes that Eschelon uses the unbundled loops to provide POTS services in

competition with Qwest's POTS,offerings. This argument is faulty in a number of

ways.

18

19

20

21

22

23

24

First, the Commission has already determined that DS1 Capable Loops and DS3

Capable Loops have a retail analogue, specifically, DS1 and DS3 private lines

respectively. Just as with. Eschelon, Qwest's retail customers often use these

private lines to provide multiple voice lines within an office. Thus, Eschelon and

Qwest use these comparable facilities to perform the exact same function. When

a*retail customer orders a private line from Qwest and asks for an expedited due

date, the $200 per day expedite charge applies.

13 See In the matter of the Complaint of Eschelon Telecom of Arizona, Inc. Against Qwest Corporation,
Docket No. T-01051 B-06-0257, T-03406A-06-0257, Eschelon Telecom of Arizona, lnc.'s
Memorandum in Support of its Motion for Summary Judgment or, In the Alternative Partial Summary
Judgment, July 13, 2006, at page 20.

-

_

A.

A.
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Second. as I noted above, every commission to analyze the issue recognizes

that unbundled loops and POTS services are not comparable insofar as ordering

and provisioning are concerned. Mr. Webber's arguments are improperly

premised upon a finding that that these services are comparable

5 Q. IN FACT, CAN ESCHELON OBTAIN EXPEDITES FOR UNBUNDLED LOOPS

AT RATES. TERMS AND CONDITIONS THAT ARE BETTER THAN WHAT

QWEST PROVIDES TO ITS COMPARABLE RETAIL CUSTOMERS

8 Yes. Eschelon is able to get high capacity loops from Qwest at rates, terms and

conditions that are superior to what Qwest provides to its own customers

Qwest's standard provisioning interval for DS1 and DS3 private lines is 9 days

in stark contrast, CLECs - including Eschelon- can obtain a DS1 capable loop in

5 days and a DS3 capable loop in 7 days. Thus if a customers orders a DS1

capable loop from Eschelon and wants the line delivered in one day, the order

will have to be expedited 5 days, and it would cost the customer $1000 ($200 per

day for 5 days). However if the same customer comes to Qwest and orders a

DS1 private line and wants the line delivered in one day, the order will have to be

expedited 9 days, and it would cost the customer $1800 ($200 per day for 9

days). Thus Eschelon is actually getting superior rates and conditions

19 Q. DOES ESCHELON ACKNOWLEDGE THAT IT CAN OBTAIN SERVICE AT

IMPROVED RATES AND CONDITIONS?

Functionally, yes. Eschelon admits this fact by stating that it paid $1800 to obtain

an expedite on a private line via Qwest's special access tariff.'" lfEschelon had

signed an Expedite Amendment to its Interconnection Agreement, it would have

received the expedited DS1 'Capable Loop at a charge of $1000

A.

See In the matter of the Complaint of Eschelon Telecom of Arizona, Inc, Against Qwest Corporation
Docket No. T-01051 B-06-0257, T-03408A-06-0257, Eschelon Telecom of Arizona, lnc.'s
Memorandum in Support of its Motion for Summary Judgment or, In the Alternative Partial Summary
Judgment, July 13, 2006, at page 6
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1 Q. IF ESCHELON DOES NOT WANT TO PAY THE $200 pER DAY EXPEDITE

CHARGE FOR AN UNBUNDLED LOOP, DOES ESCHELON HAVE OPTIONS?

Yes. The way to obtain expedites without paying expedite charges is to order

non-designed services. Rather than an unbundled loop, Eschelon does have the

option of ordering a resale POTS service, or the option of signing a commercial

agreement for QPP POTS service."' On the other hand, unbundled loops are

designed services. If Eschelon requires unbundled loops, and wishes to

expedite orders for unbundled loops, Eschelon must be willing to pay the same

expedite charge for these designed services that all Qwest customers pay $200

per day

Eschelon routinely uses QPP to serve its own customers. Indeed, as explained

in the testimony of Jean Novak, Eschelon contemplated using QPP to serve the

Marc Center, but for unknown reasons, opted against it

ESCHELON'S CURRENT INTERCONNECTION AGREEMENT

15 Q. DID MR. WEBBER CORRECTLY IDENTIFY THE TERMS CF ESCHELON'S

INTERCONNECTION AGREEMENT WITH REGARD TO EXPEDITES?

No. A significant premise of Mr. Webber's argument is that Eschelon's current

interconnection agreement allows Eschelon to request expedites for unbundled

loops.'° In fact, the very provisions of the interconnection agreement that Mr

Webber cited make it dear that Qwest (then US WEST) makes the determination

as to whether an expedited interval will be provided

32.2.13 Expedites: U S WEST shall provide CO-PROVIDER the
capability to expedite a service order. Within two (2) business
hours after a request from CO-PROVlDER for an expedited

QPP is Qwest's commercial offering that replaces UNE-P, which the FCC determined was no longer a

See Webber Direct at page 9
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1
2
3

order, u s WEST shall notify CO-PROVIDER of Us WEST's
confirmation to complete, or not complete, the order within
the expedited interval. (emphasis added)'7

I

I
I

4

5

Q. DOES THE ESCHELON ICA SPECIFICALLY GIVE QWEST THE

UNILATERAL RIGHT TO REJECT A REQUEST FOR AN EXPEDITE?

6

7

Yes. As the language quoted above clearly indicates, Qwest decides whether or

not the request for an expedited interval will be completed.

8  _  Q.

9

DID ESCHELON NEGOTIATE ITS OWN INTERCONNECTION AGREEMENT

WITH QWEST?

10 No. Eschelon opted into AT&T's Interconnection Agreement.

11

12

13

14

Q. WHAT DOES AT&T'S INTERCONNECTION AGREEMENT SAY REGARDING

EXPEDITES?

As Mr. Webber pointed out, the AT&T lntemonnection agreement that Eschelon

opted into states:

15
16
t o
18
19
20

3.22.13 Expedites: U S WEST shall provide CO-PROVIDER the
capability to expedite a service order. within two (2) business
hours after a request from CO-PROVIDER for an expedited
order, U S WEST shall notify CO-PROVIDER of U S WEST's
confirmation to complete, or not complete, the order within the
expedited interval.

21 Q. DID QWEST AND ESCHELON NEGOTIATE AN EXPEDITE PRDCESS?

i
22

23

The only negotiations between Qwest and Eschelon have occurred within the

context of CMP. As explained in the testimony of Jill Martain, Qwest and the

A.

A.

A.

A.

17 Note that this section of Eschelon's Interconnection Agreement, contained in An. 5, which Mr. Webber
cited on page 9 of his testimony, pertains to Business Process Requirements. This section is a
generalized document of procedures and it makes no mention of unbundled loops. SpecMcs
regardingunbundied loops are contained in Ari. 3. So there is no explicit statement that expedites will
be provided for unbundled loops in Eschelon's current contract.

I.
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CLEC community including=Eschelon modified the expedite process many times

in the CMP. As Qwest witness Jill Martain explains, Eschelon did not complain

about this process until November Of 2005. instead, Eschelon took advantage of

the myriad of changes made by thuMP to the expedite process. Moreover

CMP is the industry recognized process for making product and process

changes. Eschelon's substantial involvement in the process - including

successfully obtaining 188 of Eschelon's 228 proposed changes in CMP - makes

this very point. CMP is the process that satisfies the requirement for a mutually

developed process set forth in the ICA

10 Q. DID QWEST AND ESCHELON EVER ATTEMPT TO NEGOTIATE AN

EXPEDITE PROCESS PER THE CONTRACT THAT ESCHELON OPTED

INTO?

No. The only discussions that Qwest has ever had with Eschelon about the

expedite process have occurred in CMP. Thus, the CMP has always been the

process used by Qwest and Eschelon to create expedite processes

16 Q. DOES THE ESCHELON ICA SPECIFICALLY RECOGNIZE THAT QWEST IS

ENTITLED TO OBTAIN A PAYMENT FOR EXPEDITING ORDERS?

18 Yes. The same portion of the interconnection agreement that Mr. Webber cites

Att. 5, contains three specific statements that expedite charges may apply

32.4.2.1 If CO-PROVIDER requests a due date earlier than the
standard due date interval, then expedite char es may apply
(emphasis added)

A.

32.4.3.1 if CO-PROVIDER requires a due date earlier than the
U S WEST offered due date and U S WEST agrees to meet the
CO-PROVIDER required due date, then that required due date
becomes the committed due date and expedite charges may
apply. (emphasis added)

S
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3.2.4.4 Subsequent to an initial order submission, CO-PROVIDER may
request a new/revised due date that is earlier than the committed
due date. If U S WEST agrees to meet that new/revised due
date. then that new/revised due date becomes the committed
due date and expedite charges may apply. (emphasis
added)

Thus. the Eschelon ICA makes plain in three separate provisions that fees may

apply for expediting services. The ICA never states that Eschelon is entitled to

obtain an expedited due date for free

10 Q. SO WHAT IS THE CURRENT STATUS OF

INTERCONNECTION AGREEMENT REGARDING EXPEDITES?

ESCHELON'S

Because Eschelon has not signed an "expedite amendment to its current

interconnection agreement, Eschelon only has access to expedites per the terms

of its agreement with Qwest. Eschelon's current agreement gives Qwest the

discretion to determine when expedites will be provided, Based on Qwest's

current processes and procedures, which are governed by the CMP and not by

the terms of interconnection agreements, Qwest offers expedites for free for non

designed services under specif ic circumstances outlined in Qwest's PCAT

Qwest offers expedites at a fee of $200 per day to those CLECs who have .terms

in their interconnection agreement regarding expedites for designed services, or

who have signed an expedite amendment. Eschelon does not have terms in its

interconnection agreement permitting expedites for designed services, and

Eschelon has refused to sign an expedite amendment. Based on i ts

interconnection agreement and Qwest's processes and procedures for expedites

Eschelon does not have access to expedites for designed services, therefore

EschelOn does not have access to expedites for unbundled loops
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1

2

Q. DOES THE CURRENT EXPEDITE PROCESS CREATED IN CMP VIOLATE

THE TERMS OF THE ESCHELON INTERCONNECTION AGREEMENT?

I
I
I

3

4

5

6

7

8

9

10

1.1

12

13

14

15

A. No..As I stated above, the expedite process created in the CMP constitutes a

process or procedure. Processes and procedures are managed in the CMP and

are not intended to be part of interconnection agreements, which are documents

of rems and condition. As Mr. Webber indicated, the CMP Document itself

states that processes developed in the CMP do not trump terms of individual

interconnection agreements." As I noted above, Eschelon has no terms in its

interconnection agreement regarding the specific processes and procedures for

expedites. Therefore, the expedite process developed in the CMP does not

violate Eschelon's interconnection agreement. And since Eschelon did not

negotiate terms for expedites as parton its interconnection agreement, Mr.

Webber's discussion of section 7.1 of the ICA, regarding amendments to the

interconnection agreement, cited on page 13 of his testimony is not applicable to

this dispute.

16

17

18

19

Q. MR. WEBBER CITES LANGUAGE FROM THE ICA RELATING ~To

MAINTENANCE AND REPAIR ON PAGE 20 OF HIS TESTIMONY. DOES

THIS LANGUAGE HAVE ANYTHING TO DO WITH THIS DISPUTE, AND

EXPEDITING ORDERS?

A.

I
I
I

20

21

22

23

24

Not at all. First, the sections cited by Mr. Webber make no mention of expedites.

Second, as I noted above, this specific dispute is about an expedite request for

an order. The FCC has long recognized the differences between ordering, and

repair. In fact the FCC recognizes five separate functions, and based its section

271 analysis of Qwest's systems on these five separate functions:
4

25
26

Under checklist item 2, a BOC must demonstrate that it provides
nondiscriminatory access to the five OSS functions: (1) pre-ordering,

la See Exhibit RA-1, Section 1 .0 introduction and Scope.

2.2
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1

2

(2) ordering, (3) provisioning; (4) maintenance and repair; and (5)
billing."

3

4

5

6

Again, Mr. Webber's discussion oii maintenance and repair is irrelevant and

clouds the issue. While Qwest does offer expedites for repair, the issue in

dispute is not about a request for repair. The questions in this case concern

ordering.

7

8

Q. SHOULD ESCHELON BE BARRED FROM ARGUING THAT THE EXPEDITE

PROCESS DEVELOPED IN CMP VIOLATES ITS ICA?

9

10

11

12

13

14

15

16

17

18

19

A. Absolutely. As shown above, the expedite process developed in CMP that

requires payment of a $200 per day fee does not violate any of the express terms

of Eschelon's ICA. Eschelon has routinely utilized the process changes

developed in CMP to its benefit. Eschelon has personally requested 94 change

requests in CMP for product and process changes, of these 73 have been

adopted. in each instance, Eschelon has never obtained a modWcation to its

ICA. instead, the parties continued operating under the existing ICA, while

utilizing the new CMP approved processes. This is exacztlty what should occur

for expedites. But Eschelon is now arguing that a process violates its ICA

because it was developed in CMP. Eschelon's position is inconsistent with its

own prior conduct.
I
i
I

Q. IS MR. WEBBER'S TESTIMONY ABOUT THE SPECIFICS OF THE PROBLEM

AT THE MARC CENTER ACCURATE WITH REGARD TO THE SERVICES

INVOLVED?

2D

21

22

23

24

25

No. First, the details regarding Eschelon's ordering error and the impactor its

customer, the Marc Center, will be discussed in detail by Qwest Witness Jean

Novak. l will concentrate here on a discussion of the services. Mr. Webber

41A.

19 See 9 Staite Order at1134.
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claims on page 28 of his testimony that Qwest violates its obligation not to

discriminate because it provides expedites to its resale and QPP customers. Mr

Webber is comparing apples to oranges. When Mr. Webber speaks of resale

and QPP, he is speaking of POTS services, which as I discussed above are non

designed services. Ths is true because he claims that expedites are available

for these services for free. As l explained above, orders for non-designed

services can be expedited for free under specific circumstances. The service at

issue in this complaint was a DS1 capable loop, in other words, a high capacity

loop. This is designed service. As l have already discussed above, expedites

are only available for designed services at a fee of $200 per day, and only if a

party's interconnection agreement permits. So Mr. Webber's comparison is not

appropriate, and is not evidence that Qwest discriminates in any way

13 Q. MR. WEBBER'S TESTIMONY CONTAINS A SIGNIFICANT DISCUSSION

WITH REGARD TO DISCRIMINATION. IS QWEST PERMITTED TO

DISCRIMINATE?

Certainly not. In fact the terms of the interconnection agreement explicitly state

that Qwest is required to treat all CLECs in thesamemanner

31.1 U S WEST shall conduct all activities and interfaces which are
provided for under this .Agreement with CO-PROVIDER Customers in
a carrier-neutral, nondiscriminatory manner

ironically, what Eschelon seeks here, expedites for unbundled loops (designed

services) under the terms meant for non-designed services, is to receive

preferential treatment as compared to every other CLEC. Eschelon is asking this

Commission to force Qwest to give Eschelon different (better) terms than Qwest

gives to all other CLEC and retail customers. That is not appropriate

Eschelon interconnection Agreement, PartA
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1 VI THE CHANGE MANAGEMENT PROCESS

2 Q.

A.

WHAT IS THE CMP?

3

4

5

6

7

8

9

From a CLEC's perspective, the purpose of CMP is to provide CLECs with a

meaningful opportunity to modify Qwest's systems, Processes and procedures.

From Qwest's perspective, CMP is to ensure that Qwest can implement uniform

systems, processes and procedures so it can train its people and perform at a

consistently high level of quality for its wholesale customers. For all parties, the

CMP provides auniform mechanism for communications about Qwest's systems,

processes and procedures.

X

!

'10 Q. WHAT IS THE PURPOSE OF THE CMP?

A.

l
I

11

12

13

14

15

16

17

18

19

20

21

22

23

24

CMP was established for the specMc purpose of ensuring that system and

process changes are. clearly communicated to CLECs. It allows all CLECs to

participate in Change Request ("CR") clarification and solution design meetings.

CMP further provides detailed tracking of each CR through to final disposition, so

that any interested party can track the status of any particular CR. Further, the

CMP allows all CLECs to lead about and anticipate the impacts a change may

have on their operations, and to voice concerns and request changes to mitigate

adverse impacts associated with a change. CMP was created to allow such

CLECs to voice their concerns and work toward an equitable solution that better

meets the larger community's needs. CLECs participated with Qwest in

designing the CMP and have accepted it as the mechanism for changing

systems that affect multiple CLECs. The CMP process provides an established

forum and, more importantly, existing procedures designed to ensure that the

needs of the broader CLEC community are addressed.

4
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1 Q. HOW WAS THE CMP CREATED?

.2

3

4

5

6

The current CMP was designed by a joint group that included Qwest and a

number of CLECs. Eschelon was an active participant in this process. Meetings

took place between the fail of 2001 and the fail of 2002. The end result was the

Wholesale Change Management Process Document which governs the CMP

today."

Q.

A.

IS QWEST OBLIGATED TO PROVIDE A CMP?7

8

9

10

11

12

13

14

15

Yes. In order to receive approval from the FCC to provide long distance, ILE Cs

like Qwest were required to establish that they met the criteria of a 14-point

checklist. Checklist Item 2 involved required the lLECs to provide access to

Unbundled Network Elements ("UNEs"). One of the required UNEs was access

to Operational Support Systems ("OSS"). The FCC stated, "The Commission

has explained that it must review the BOC'.s change management procedures to

determine whether these procedures afford an efficient competitor a meaningful

opportunity to compete by providing sufficient access to the BOC's OSS."

:
I

1

Q. DID THE Fcc DETERMINE THAT QWEST'S CMP AFFORDS AN EFFICIENT

COMPETITOR A MEANINGFUL OPPORTUNITY TO COMPETE?-
I-

16

17

18

19

20

21

Yes. The FCC stated, 'We find that Qwest's current Change Management

Process ("CMP") is clearly drafted, well organized, and accessible." In fact, the

FCC noted that Qwest' CMP covers more than was required by the FCC, as it

includes changes to products and processes.

22
23
24

We also note that the Commission has recognized that changes that do
not impact OSS interfaces are not necessarily required to be part of a
change management process.

A.

A.

21 I have attached the current CMPDocument as Exhibit RA-2.
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The FCC also noted, 'We find in particular that Qwest's CMP provides

competitive carriers with substantial opportunities to address Qwest's proposed

changes and to initiate their own changes." And the FCC stated

We find that the Qwest CMP provides a sufficient mechanism for resolving
impasses between Qwest and competitive LECs. The CMP provides a
detailed process for escalations whereby a Qwest employee (Director or
above) is assigned to the escalation. In the event the competitive LEC
wishes to further dispute an issue, there is a defined dispute resolution
process which provides for arbitration, mediation, or submission to the
appropriate regulatory agency

11 Q. HAS THE CMP BEEN EVALUATED BY THIS COMMISSION?

12 Yes. As a part of Qwest application for Section 271 approval in this state, this

Commission reviewed Qwest's CMP. This CommisSion found that Qwest's CMP

met the requirements of Section 271

15 Q. Howls THE CMP GOVERNED?

16 The processes and procedures for the CMP and the roles and respoNsibilities of

the CMP participants are clearly delineated in the Qwest Wholesale Change

Management Process Document. The provisions of this document were

developed jointly by Qwest and CLECs

20 Q. WHAT IS THE SCOPE OF CMP?

As stated in the CMP Document, the CMP manages changes to

Operations Support Systems (OSS) interfaces, products and processes
(including manual) as described below. CMP provides a means to
address changes that support or affect pre-ordering, ordering/provisioning

A.

A.

In the Matter of U.S. West Communications Inc, 's Compliance with Section 271 of the
Telecommunications Act of 1996, Docket No.T-00000A-97-0238, Decision No. 66224, August 28
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maintenance/repair and billing capabilities and associated documentation
and production support issues for localsewices (local exchange services)
provided by Competitive Local Exchange Carriers (CLECs) to their end
users. This CMP is applicable to Qwest's 14 state in-region sewing
territory

6 Q. DO CHANGES MADE VlA THE CMP TRUMP PROVISIONS CONTAINED IN

INDIVIDUAL CLEC INTERCONNECTION AGREEMENTS?

No. Mr. Webber cited the following provision, but it is worth noting again. The

CMP Document clearly states in its introduction

\n cases of conflict between the changes implemented through this CMP
and any CLEC interconnection agreement (whether based on the Qwest
SGAT or not), the rates, terms and conditions of such interconnection
agreement shall prevail as between Qwest and the CLEC party to such
interconnection agreement. in addition, if changes implemented through
this CMP do not necessarily present a direct conf lict with a CLEC
interconnection agreement, but would abridge or expand the rights of a
party to such agreement, the rates, terms and condit ions of  such
interconnection agreement shall prevail as between Qwest and the CLEC
party to such agreement

None of the parties believed that the CMP should be used as a mechanism to

subvert commitments established via Interconnection Agreements. But the

converse should also be true. interconnection Agreements should not be used

as a mechanism to subvert the CMP. Interconnection Agreements should not

contain such product, process and systems operational specifics that these items

cannot be managed via the CMP as intended. Any such provisions in an

interconnection agreement would make it impossible for the CMP participants to

change processes without first obtaining an amendment .(and agreement from

the parties) to that interconnection Agreement
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1

2

3

4

5

Q. MR. WEBBER SUGGESTS ON PAGE 18 OF HIS TESTIMONY THAT

ESCHELON HAS NO CHOICE BUT TO PARTICIPATE IN CMP, AND THE

REMAINDER OF HIS CMP DISCUSSION SUGGESTS THAT ESCHELON AND

OTHER CLECS ARE AT THE MERCY OF QWEST IN THE CMP. DOES

ESCHELON'S PARTICIPATION IN THE CMP REFLECT THIS?

6

7

Not at all. As I will demonstrate below, Eschelon has been a yew active and very

vocal participant in CMP and has had a significant influence on CMP outcomes.

8

9

Q. DID ESCHELON PARTICIPATE IN THE CMP REDESIGN DISCUSSED

ABOVE?

10

11

12

Yes. According to the records of the CMP Redesign, Eschelon was an active

and vocal participant in the CMP Redesign process, meaning that Eschelon had

a hand in the design of the CMP as it exists today."

13 Q.

A.

HAS ESCHELON BEEN AN ACTIVE PARTICIPANT IN CMP MEETINGS?

.

I

14

15

16

17

18

19

Yes. A review of CMP Meeting Minutes indicates that since April 2001, Eschelon

has had representatives present at all 130 Monthly Systems CMP meetings, and

all 65 monthly Product and Process meetings?" Additionally, for all but a portion

of one meeting, Eschelon has had more than one representative present.

Eschelon has had as many as six representatives present for one individual

meeting.

HAS ESCHELON SUBMITTED CHANGE REQUESTS TO THE CMP?20 Q.

21 A.

22

Yes. Through June of 2006, Eschelon submitted 134 Systems change requests

and 94 Product and Process change requests to the CMP. The vast percentage

A.

A.

pa CMP Redesign Meeting minutes and participant records are available on Qwest's Wholesale website at
http:/lwww.qwest.com/wholesaie/cmDlredesian.htmi .

24 Participants may appear at meetings in person or by telephone. CMP Meeting minutes can be found at
http://www.clwest.comlwhoiesale/cmD/teammeetinQs.html .
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I

I

!
l

=
8

1

2

3

- 82% - of Eschelon's change requests (115 of the systems change requests

and 73 of the product and process change requests) have been accepted by

Qwest and sent on through the CMP process."

4 Q. HAS ESCHELON OBJECTED TO QWEST NOTIFICATIONS?

5

es

7

.8

9

10

11

12

13

Yes. Through May 2006, Qwest received 63 requests to change the disposition

or objections to a Qwest Product or Process Level 1 through Level 4 notice from

all CLECs combined. of these 63, 41 challenges came from Eschelon. In

response to 52 of the 63 challenges, through discussion with the CLEC

community, Qwest retracted the notice, modified the PCAT wording, changed the

disposition level of the notice, or retracted the notice and submitted a change

request in its place. of the remaining 11, after further clarification was provided

by Qwest, there was no need for Qwest to provide any change to the notification

or PCAT wording.

14 Q. WHAT IS THE CMP OVERSIGHT COMMITTEE?

15

16

17

A. Per Section 18.0 of the CMP Document, the Oversight Committee exists to

resolve disputes that cannot be resolved via other available dispute resolution

mechanisms outlined in the CMP Document. These issues include:

18

19

20

21

22

23

Improper notification under CMP

No notification under CMP

issues regarding scope of CMP

Failures to adhere to CMP

interpretations of CMP

Gaps in CMP
q

A.

25 Eschelon has submitted more change requests to the CMP than any other CLEC.. Contrary to Mr.
Webber's assertion at page 18 of his testimony that Eschelon is a "large wholesale customer", the
proportion of change requests that Eschelon has submitted in comparison to other CLECs is much
larger that the proportion of revenue that Qwest receives from Eschelon as a customer.
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1

2

3

The Oversight Committee is comprised of one participant from Qwest, one

participant each from six CLECs, and one participant from each state

commission that wishes to participate.

4 Q. IS ESCHELON A MEMBER OF THE CMP OVERSIGHT COMMITTEE?

5

6

7

8

Yes. Based on the Oversight Committee Roster posted on Qwest's Wholesaie

website, Eschelon is represented on the Oversight Committee by Bonnie

Johnson. As a participant on the Oversight Committee, Eschelon has an even

greater degree of influence over the CMP.

9

10

11

Q. MR. WEBBER'S DISCUSSION OF THE CMP ON PAGES 18-20 SUGGESTS

THAT QWEST HAS THE POWER TO ACT ARBITRARILY IN THE CMP. IS

THIS TRUE?

12

13

14

15

Absolutely not. As discussed in great detail in the testimony of Jill Martain and l

will discuss below, the CMP contains provisions that prohibit Qwest from acting

arbitrarily. It also contains provisions that give CLECs several means to object to

any actions taken by Qwest in the CMP.
!

1

16

17

Q. IS QWEST PERMITTED TO DENY CLEC CHANGE REQUESTS, AS IT

APPARENTLY DID SOME OF ESCHELON'S CHANGE REQUESTS?

18

19

Yes. The CMP governing document allows Qwest to deny a change request for

one or more of the following reasons:

20 Technologically not feasible - a technical solution is not available

21
22
23

A.

A.

A.

Regulatory ruling/Legal implications - regulatory or legal reasons prohibit
the change as requested, or if the request benefits some CLECs and
negatively impact others (parity among CLECs) (Contrary to ICA provisions)
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1
2
3

Outside the Scope of the Change Management Process - the request is not
within the scope of the Change Management Process (as defined in this
CMP), seeks adherence to existing procedures, or requests for information

i

4
5

Economically not feasible - low demand, cost prohibitive to implement the
request, or both

6
7
8

The requested change does not result in a reasonably demonstrable
business benefit (to Qwest or the requesting CLEC) or customer service
improvement

9

10

11

Qwest will not deny a CR solely on the basis that .the. CR involves a change to

back-end systems. Qwest wil l  apply these concepts to CRs that Qwest

originates.

12

13

The CMP designers, which included CLECs, determined that it was reasonable

for Qwest Tobe able to deny change requests for those listed reasons.

14

15

Q. DOES QWEST'S ABILITY TO DENY CRS AS PERMITTED BY THE CMP

DOCUMENT MEAN THAT QWEST CAN ACT ARBITRARILY IN THE CMP?

16

17

18

19

20

Not at al\. First a denial must be for one of the reasons listed above. But a

denial is not the end of the road for the CR. The CMP Document provides

several options to CLECs who wish to object to the denial. The CMP Document

also provides several options for CLECs who wish to object to a change

submitted to the CMP by Qwest.

_

_

21
22
23

Chapter 14 details the Escalation process that CLECs may use to object to
a change. Qwest is obligated to respond to escalations based on the
procedures outlined in this chapter.

24
25
26

A.

Chapter 15 details the Dispute Resolution Process that permits Qwest or a
CLEC to take an item that has not been resolved to arbitration or to a state
commission for resolution.
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Chapter 16 provides the procedures for making an Exception Request to
the CMP for a change that is an exception to normal CMP processes. Such
a change requires a Vote of the CMP members

Chapter 17 explains the voting procedures at the CMP when votes are
required. Key to this section is the provision that every carrier (including
Qwest) has 1 vote in the CMP

Chapter 18 details the process for submitting disputes to the CMP Oversight
Committee for Review

9 Q. IF QWEST DENIES A CR BECAUSE IT IS ECONOMICALLY NOT FEASIBLE

CAN THIS CR STILL BE ACCOMPLISHED?

11 A Yes. The CMP Document contains a Special Change Request Process (SCRP)

which may be invoked for such a CR. This process allows a CLEC to fund the

work to be done by Qwest

14 Q. IS  QWEST  PERMIT T ED T O MAKE ANY CHANGES wiT HouT  FIRST

NOTIYING CLECS?

16 A Only in a very specific circumstance. Chapter 5 of the CMP Document provides

details regarding procedures for the types of product and process changes that

Qwest can make. In section 5.4, the document states that only Level 0 product

and process changes are deemed effective immediately, without notification to

CLECs. These changes "are def ined as changes that do not change the

meaning of documentation and do not alter CLEC operating procedures." An

example of a Level 0 change is the correction of a typographical error. All other

product and process changes require notification to CLECs. The notMcation

process gives CLECs the opportunity to comment on or object to the identify

change. If CLECs are not satisfied with Qwest's response to their objections

then they have recourse via the mechanisms listed above. As noted above

Eschelon has made objections to Qwest notMcations, and Qwest has responded41
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1

I

I

1

I

1

2

3

Q. IS MR. WEBBER'S TESTIMONY THAT THE EXPEDITE PROCESS WAS

SUDDENLY CHANGED AFTER SIX YEARS CREDIBLE, GIVEN ESCHELON'S

ACTIVE PARTICIPATION IN THE CMP?

4

5

6

7

No. It is clear that Eschelon was well aware of the changes to the expedite

process. In fact, as Qwest witness Jill Martin will discuss in detail, Eschelon

made a number of comments on the record during the evolution Of the expedite

process.

8 VII CONCLUSION

9 Q. PLEASE SUMMARIZE YOUR TESTIMONY.

10

11

12

13

14

15

16

17

18

19

20

My testimony demonstrates that..Qwest does not discriminate against any

customer in the provisioning of expedites. All customers have access to

expedited orders for non-designed services for free under specific

circumstances. All customers have access to expedited orders for designed

services for $200 per day. Through this complaint, Eschelon is seeking special

treatment that would give Eschelon alone access to expedites for designed

services for free. My testimony demonstrates that by its pattern of conduct,

Eschelon has taken full advantage of the CMP and that Qwest has not and

cannot act arbitrarily in the CMP. Finally my testimony demonstrates that Qwest

is operating in full compliance with the terms of Eschelon's interconnection

Agreement.

21

22

Q. DOES THIS CONCLUDE YOUR TESTIMONY?

A.

A.

A. Yes, it.does. g
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Expedites and Escalations Overview - v41.o

Introduction

Qwest quickly responds to your escalation or expedite requests offering
you clear and complete explanations so you can satisfactorily respond to
your end-users

Expedites are requests for an improved standard interval  that is
shorter than the interval  def ined in our Service Interval Guide
(SIG) or your interconnect ion Agreement (IcA),  Individual  Case
Basis (ICE) or committed to ICE (Ready for Service (RFS) +
Interval ) date
Escalat ions can be ini t iated for any issue, at anyt ime, and at any
escalat ion point. Escalat ions can also be for requests for status or
intervent ion around a missed date

The following summarizes the processes used within Qwest for all
Wholesale Products and Services to handle expedite and escalation

Requesting an expedite fol lows one of two processes, depending on the
product being requested. I f  the request being expedited is for a product
contained in the "Pre-Approved Expedites" sect ion below, your ICA must
contain language support ing expedited requests with a "per day" expedite
rate.  I f  the request being expedited is for a product that is not on the
defined l ist ,  then the expedited request fol lows the process def ined in the
Expedites Requiring Approval" sect ion below

Expedites Requiring Approval

For products not listed in the Pre-Approved Expedite section below, (non
designed products such as POTS, Centrex or DSL service) the following
expedite process applies. Expedite charges are not applicable with the
Expedites Requiring Approval process

Following is a l ist  of condit ions where an expedite is granted

http://www.qwesncomnlwholcsaklclecslexescover.html (1 of l0)8/EM1064:41:54A M
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Medical emergency
National emergency
Conditions where your end-user is completely out of
(primary line)
Disconnect in error by Qwest
Requested service necessary for your end-user's grand opening
event delayed for facilities or equipment reasons with a future RFS

Delayed orders with a future RFS date that meet any of the above
described conditions
National Security
Business Classes of Service unable to dial 911 due to previous
order activity
Business Classes of Service where hunting, call forwarding or voice
mail features are not working correctly due to previous order
activity where the end#users business is being.critically affected

For any of the above conditions, expedited request can be made either
prior to, or after, submitting your service request

To request an expedite on a Local Service Request (LSR) you can either

Submit the request with your expedited due date and populate the
EXP field. Also include in REMARKS the reason for the expedited
request and then call the Qwest Call Center
Submit the request with a due date interval from our SIG or your
ICA and then call the Qwest Call Center

In both scenarios, a call to the Qwest Call Center is required on 1-866
434-2555 to process the expedited request

To request an expedite on service requests issued via an Access Service
Request (ASR), you may use either of the options described above for
LSRs to submit the ASR. You should then call 1 800-244-1271

You may be asked to provide verification of the expedited reason or
situation for any of the expedite reasons listed above. In some cases, you
may be asked for the service order number that caused the expedite
condition, such as the service order number that caused the hunting or
call forwarding expedite. The type of verification required will depend on
the specliic circumstances of the expedite and will be determined on an
Individual Case Basis (ICE)

Once yourexpedite request is received, your Wholesale representative
will review the request based on the previous list of available expedite
scenarios to determine if the request is eligible for an expedite. If
approved, the next step is to contact our Network organization tO
determine resource availability

Depending on the type of service on the account, the following action is
taken once the request is determined to be eligible for an expedited due

Non-Designed/No Dispatch Required

For requests that do not require a dispatch, the order is issued with the
expedited due date

Non-Designed/Dispatch Required

For requests that require a dispatch, the Network organization is

Imp*/Iwww.qwc8umm/wholesale/cMs/exescovenhunl(2 of l0)8l8/2DG64:41:54 .MM
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receive a response to your expedited request usually within four business
hours.
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Designed Services

For Designed Services, the Network organization is contacted to
determine resource availability for the Central Office and Outside
Technicians as well as for the Testers that work with you to accept the
service. You can expect to receive a response usually within four business
hours.

Approved Expedited Requests

If the expedited request is approved and the original request contained
the expedited due date and the EXP field was populated, Qwest will return
a Firm Order Confirmation (FOC) acknowledging the agreed to expedited
due date. If the expedited or agreed to due date is different from what
was originally submitted on the ASR or LSR, Qwest will contact you and
request that you supplement your request with the agreed to expedited
date. The EXP field on the supplement ASR or LSR must also be
populated. If the supplement is not received within four business hours,
Qwest will continue to process the ASR or LSR as If the expedited request
was not received and will FOC back the standard interval or the original
due date provided on the ASR or LSR if it was longer than the standard
interval.

Denied Expedited Requests

If denied, then we will provide you reasons that the request was denied
or we will offer an alternative date that we could install the service. If the
request is denied, and you still want to continue to have Qwest provision
the service request, Qwest will return a FOC with the standard interval or
the original due date provided on the FOC if it was longer than the
standard interval.

PreApproved Expedites

The Pre-Approved expedite process is available in all states except
Washington for the products listed below when your ICA contains
language for expedites with an associated per day expedite charge.

Note:Resold Designed products are automatically included based on the
terms and conditions outlined in the ICA and individual state tariffs,
catalogs or price lists.

For products other than the Resold Design products identified below, if
your contract does not contain the appropriate expedite language, you
will not be able to expedite the request unless the expedite is due to a
Qwest caused reason.

The Expedites Requiring Approval section of this procedure does not apply
to any of the products listed below (unless you are ordering services in
the state of WA) .

An expedite charge applies per ASR or LSR for every day that the due
date interval is improved, based on the standard interval in the SIG, ICA,
or ICE criteria as described above. It is not necessary for you to call into
Qwest to have the expedite approved. To expedite a service request on

Imp://www.qwen.com/wlmksade/clecs/exzscovenhtml (3 of 10)8I8/20064:41:MA M
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Note: If the ASR/LSR you are submitting requests a same day due date,
your request must be received before 12 noon MT.

When Qwest receives an ASR or LSR with the EXP populated and the DDD
is less than the standard interval, Qwest will determine if the request is
eligiblefor an expedite without a call from you. If the request meets the
criteria for the pre-Approved Expedite process, Qwest will process the
request and return a FOC acknowledging the expedited due date. The
appropriate expedite charge will be added to your service order.

If the request does not meet the criteria for the Pre-Approved Expedite
process, the ASR or LSR will be processed using the standard interval that
is defined .in the Standard Interval Guide for Resale, UNE and
Interconnection Services.

Following is a list of the products, which require expedite language in the
ICA and may be expedited that will receive the appropriate Expedite
Charge:

•

1

I

•

•

•

•

I

•

C

UBL
UBL DID (Unbundled digital trunk)
UBL DS1 (Unbundled digital trunk facility)
UNE-C PL (EEL)
UNE-P ISDN BRI
UNE-P DSS Facility
UNE-P DSS Trunk
UNE-P PRI ISDN Facility
UNE-P PRI ISDN Trunk
UNE-P PBX Designed Trunks
UNE~P PBX DID In-Only Trunks
Port In/port Within associated with any of the applicable designed
products listed above
UDIT
u s
CCSAC SS7 Trunk or Facility
Unbundled Dark Fiber

Following is a list of Resold Designed Products, which do not require an
amendment, which may be expedited and will receive the appropriate
expedite charge:

t
I

•

•

e

•

•

Analog PBX DID
Private Line (DSO, DS1, DS3 or above)
ISDN PRI T1
ISDN PRI Trunk
ISDN BRI Trunk
Frame Relay Trunk
DESIGNED TRUNKS (Includes designed PBX trunks) Trunk
MDS / MDSE (HIS Only)
DPAs (multiple DPAs or FX, FCO) Trunk
Port In/port Within associated with any of the applicable designed
products listed above

4

Note: Any requests that are expedited due to a Qwest caused reason, do
not incur an expedite charge. Additionally, if the due date of an expedited
request is missed due to Qwest reasons, expedite charges do not apply.

If the order becomes a Delayed Order on the due date, Qwest will
cooperatively work with you to obtain the best Ready For Service date

http://www.qwest.cumlwholcsaJeJcll=<:s/exesc¢wen'.hnnl (4 of l0)8/8/20064:41 :54 AM
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If an order becomes delayed for facilities prior to the due date, once Exhibit R-A-1
Qwest establishes a new RFS it is communicated to you via the FOC. If
you do not accept the due date that is established and request to
expedite the RFS, expedite charges may apply, Each expedited. delayed
order request will be reviewed on an ICE to determine if expedite charges
apply, If the expedited due date request results in Qwest incurring
additional costs to improve the date that was Foc'd, expedite charges
apply. Qwest will advise you if expedite charges apply prior to confirming
the expedited request to obtain approval from you, or offer an alternate
date that Qwest can meet. The expedite charges will be based on the
number of days improved from the original RFS date.

(RFS) possible and expedite charges do not apply.

If an order was delayed due to a Customer Not Ready (CNR) condition as
described in the Provisioning and Installation Overview, and you wish to
expedite the newly requested due date, supplement the request with the
new Desired Due Date and populate the EXP field of the LSR/ASR. Qwest
will review your expedited request for resource availability. In some
cases, we may contact you to advise resources for expedite are not
available or offer an alternate date. Expedite charges apply and are based
on the number of days the CNR standard interval is improved.

Expedites Supporting Non-Qwest caused Restoral Requests

. . . - 4

This process includes Restoral Requests on Resale/UnE-p/Retail to Resale
or UNE-P Conversions and Transfer of Service when the service orders
have completed. This process applies to Resale/UnE-p POTS, Resale/UnE-
S and Resale UNE-P Centrex 21 products, including DSL.

ifou will follow this documented Expedite process as outlined when you
require an expedite to a standard interval in order to restore an end-user
due to a Non-Qwest caused out of service condition. An expedite restoral
request is a result of your inability to complete a conversion or outside
move service request where you were unable to cancel or change the due
date on the service order(s) prior to order completion. Restoral requests
may involve you alone, a Qwest Retail account and you, or you and a
different CLEC on conversion and outside move (T & F) type service
order's. Restoral requests will be accepted for both full and partial
restorals.

When an expedite restoral request situation occurs, refer to the following
when you prepare your service request:

•

o

o

o

o

-
!

l

Issue the Restoral Request LSR as directed per the Decision Charts
and order type scenario's.

Populate the RPON field with the PON used on the original
LSR if available
Populate the EXP field
Populate Manual IND = Y
The REMARKS field can be populated with the specific reason
for the request such as:

l Restoral request Full, Resale to UNE-P cony, restore
original service, Or '

. Restoral request, Partial, Resale to UNE-P cony,
restore original service, Or
Restoral request, Partial, UNE-P to Resale cony,
restore original service, Or

I Restoral request, Full, Resale or UNE-P T&F, restore F
location, etc., Or

I Restoral Request, Restore original full service back to
CLEC XXXX, Cr

I Restoral Request, Restore original partial service back

http:I/www.qwest.ccm/wholcsale/clecs/emcscoverjlmxl (5 of 10)8/8/20064:41 :54 A M
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to CLEC XXXX. Or
Restoral Request, Restore original F Lo
partial back to old CLEC
Restoral Request, Disc service, restore original Retail
service, full/partial

Contact the Customer Service Inquiry and Education (CSIE) Center
at 866-434-2555
Open an Escalation ticket
Request a Restoral Request for Previous Service
Provide LSR ID if appropriate per Decision Chart and order type
scenario's

Benefits

Expedited intervals for restoral of previous service
Uniform documented process for restoral requests
Qwest will negate the one month minimum billing on a disconnect
or conversion service order as applicable

Restrictions

You must issue appropriate LSRs first (if directed to do so per the
Decision Chart below) followed by opening a Call Center escalation
ticket. Restoral requests received prior to new LSR issuance will not
be accepted, excludes Qwest Retail restorals
Standard intervals must be used when submitting LSRs, CSIE will
expedite due date appropriately for restoral
Expedited restoral requests must be requested within 24 hours
extending into the next business day, following the LSR completion
date. Restoral requests received after 3 PM will be considered next
business day work activity; this includes restoral requests received
after 3 PM on Saturday based on the SIG (except for DSL)
Service being restored must be the same type of service with same
features, same Tn's, etc. as was previously provisioned. Full or
partial restorals are acceptable
Qwest will reuse facilities when the facilities are available for the
restoral
All applicable recurring and non-recurring charges will apply, based
on order completion and physical work that was completed or
needs to be completed to restore service. Retail practices will apply
when restoring Qwest Retail accounts
When a restoral involves two CLECs, it is up to you and the old
CLEC to coordinate and agree upon an expedite, prior to opening
up the Call Center Escalation ticket(s)
Expedite charges may apply based upon individual interconnection
agreements, state tariffs or SGATS

The following Order Type Scenario's are included in this restoral
process

1. Resale/ UNE-P T & F, same CLEC
z. Resale to UNE-P Conversion as is, same CLEC
3. Resale to UNE=P Conversion as specified, same CLEC
4. UNE-P to Resale Conversion as is, same CLEC
5. UNE-P to ReSale Conversion as specified, same CLEC
6. Resale / UNE-P Migration to new CLEC with move via single LSR
7. Resale to UNE-P Conversion aS is, to a new CLEC
8. Resale to UNE-P Conversion as specified, to a new CLEC
9. UNE-P to Resale Conversion as is, to a new CLEC

10. UNE-P to Resale Conversion as is, to a new CLEC
11. Qwest Retail to Resale / UNE-P Conversion as is
12. Qwest Retail to Resale / UNE-P Conversion as specified
13. Qwest Retail to Resale / UNE-P Conversion with move via single

hnpJlwww.qwesx.com/wholesadelclecslexescovmhtlnl (6 of l0)818/20064:41:54A M
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Conversion.,
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Order has
completed

You want full
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previous
service

•

•

Issue Restoral Request
LSR as appropriate based
on order scenario and
order completion, such as
a New Connect, Change or
Conversion with or without
move, Transfer of Service
or Disconnect
Follow expedite procedures
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Decision cham Scenario's 1-5
Same CLEC

Decision Chart, Scenario's 6-10
To a New CLEC

Decision Chart,'Scenario's 11-13
Conversion from Qwest Retail to
New CLEC

THEN
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Escalations

Escalations are a request for status or intervention around a missed
critical date such as

Plant Test Date (PTD)
Due Date (DD)
Ready For Service (RFS)

Qwest 's Service Centers pro-act ively escalate any cri t ical dates in
jeopardy and wi l l  not i fy you. I f ,  however,  you f ind i t  necessary to ini t iate
an escalat ion, cal l  the assigned Qwest Wholesale Center Representative at
one of the numbers l isted in the Expedites sect ion for assistance
Regardless of how ini t iated, by you or internal ly,  Qwest escalat ion roles
and responsibi l i t ies can be summarized as

Qwest Wholesale Center Representat ives
Local Service Request (LSR) or Access Service Request (ASR)
escalat ions related to Rejects/Delayed orders, cri t ical dates and
Firm Order Confirmations (FOC)
Qwest Service Manager
Involved only af ter normal processes fai l  to resolve the escalat ion
to your sat isfact ion. Evaluates the si tuat ion based on commitments
managing associated resolut ion act ivi t ies
Qwest Senior Service Manager/Director
Involved only when the Service Manager's ef forts are unsuccessful
Provides direct ion to those working the issue, partnering with
Center Coaches and Team leaders
Qwest Senior Director/vice President
Contacted for direct ion and/or assistance for those working the
escalat ion, providing t imely status updates back to the prior level
and you direct ly

Escalations - Maintenance and Repair
At your discretion, you may initiate an escalation of Your trouble report
through our electronic interface Customer Electronic Maintenance and
Repair (CEMR) or by calling either the Qwest Wholesale Repair Center for
Unbundled Network Elements (UnEs) and Complex services or the Repair

http'I/www.qwrest.cum/wholesale/clecs/exescoIver.h\:nLl (8 of 10 /10064:41



Wholesale Center

Tier Responsibility Activity Contacts

Tier 1 Customer Service
Inquiry and
EducationCenter
(CSIE)

866-434-
2555

Tier z

Qwestl Wholesale Arizona Corporation Commission
DOCKET no. T-03406A-06-0257

Call Handling Center (Re:Hc) for Plain old Telephone Service 9Q$Eili§9"éiil8>- T-01051B-06-0257
Non-Complex services. Refer to our Maintenance and Repair Ova |
additional information. You will be referred to Held,
Tool (HEETl for ongoing status if your service was requested on an ASR.

Qwest Corporation
>L§W1°' R ' Alb h .

Escalated & 9183. 8 en Exhibeitr _1x

Escalations - Technical Escalation Process
Additional information about the Technical Escalation Process can be
obtained from Qwest's Durations SuDDort Svstems General Information.

Note: Occasionally, your end-user may find their way to the Qwest
Wholesale Center or Qwest Service Manager and our Wholesale Center
Representatives will explain that you are our customer and direct them to
you for assistance.

Should you have questions, or need additional information related to the
expedite or escalation processes defined above, contact your Owest
Service Manager for assistance.

l l a p t " 1 l+.1 u l ! h

4 I I

Training

Local Qwest 101 "Doing Business with Qwest"

This introductory web-based training course is designed to teach
the Local CLEC and Local Reseller how to do business with Qwest.
It will provide a general overview of products and services, Qwest
billing and support systems, processes for submitting service
requests, reports, and web resource access information. Click here
to learn more about this course and to register.

C o n t a c t s

Qwest contact information is located in Wholesale Customer Contacts

Expedites and Escalations

Local Service Requests (LsRs)

4

800-366-
9974

I

Subject Matter
Expert (SME), Team
Leaders, Team
Coaches

Respond to
issues not
resolved at
Tier 1

i
i
3
8

;
9

I

q
J

i

E

hnp://www.qwesmcom/wholcsale,/clecs/exescover.hn'nl (9 of 10)8/8120064:41 :54 AM
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Qwest | Wholesale

A cal! center ticket is opened on every call into the CSIE Center
Upon resolution of the ticket a close code is assigned to the ticket
Upon request the close code is provided to you. Shouid you
disagree with the codes used to close the ticket you will use the
escalation process. For a list of the close codes used at the CSIE
level see the Call Center Database Ticket Reports section of the
Orderino Overview PCAT
Access Service Requests (AsRs)

Appropriate Qwest
Service Manager

Aug W e

Contacts

Arizona Corporation Commission
DOCKET no. T-03406A.-6-0257
DCCKET nor. T-01051B-06-0257

Service Qwest Corporation
MY name Exhibits of Renée Albersheiln

Exhibit RA- 1

Frequently Asked Questions (FAQs)

This section is currently being compiled based on your feedback

Last Update: July 24, 2006

Cop3trig nt iii; 2006 Qwest I Legal Notices | Privacv Policv l Wholelsale Legal Notice

http;//www.qwesLocm/wholesale/clecs/cxescovenhmll (10 of 10)8/8/20064'41154 AM
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CHANGE MANAGEMENT PROCESS (CMP)

1.0 INTRODUCTION AND SCOPE

This document defines the processes for change management of Operations Support Systems
(OSS) Interfaces, products and processes (including manual) as described below. CMP
provides a means to address changes that support or affect pre-ordering, ordering/provisioning,
maintenance repair and bill ing capabilities and associated documentation and production
support issues for local serv ices (local exchange serv ices) provided by Competitive Lowl
Exchange Carriers (CLECs) to their end users. This CMP is applicable to Qwest's 14 state in-
region serving ten'itory.

This CMP is managed by CLEC and Qwest Points of Contact (POCs) each having distinct roles
and responsibilities. The CLECs and Qwest will hold regular meetings to exchange information
about the status of  existing changes, the need for new changes, what changes Qwest is
proposing, how the process is working, etc. The process also allows for escalation to resolve
disputes, if necessary.

Qwest will track changes to OSS Interfaces, products and processes. This CMP includes the
identification of changes and encompasses, as applicable, Design, Development, Notification,
Testing, Implementation, Disposition of changes, etc. (See Change Request Status Codes,
Section 5.8). Qwest will process any such changes in accordance with this CMP.

In cases of  conf l ict between the changes implemented through this CMP and any CLEC
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and
conditions of such interconnection agreement shall prevail as between Qwest and the CLEC
party to such interconnection agreement. in addition, if changes implemented through this
CMP do not necessarily present a direct conflict with a CLEC interconnection agreement, but
would abridge or expand the rights of  a party to such agreement, the rates, terms and
conditions of such interconnection agreement shall prevail as between Qwest and the CLEC
party to such agreement.

This CMP is dynamic in nature and, as such, is managed through the regularly scheduled
meetings. The parties agree to act in Good Faith in exercising their rights and performing their
obligations pursuant to this CMP. This document may be rev ised through the procedures
described in Section 2.0.

Any opinions expressed at the CMP meetings by representatives of government agencies such
as state Public Utilities Commissions (PUC), Federal Communications Commission (For), and
the Department of Justice (DOJ) do not bind such government agencies.

Note; Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the rems "include(s)" and "including" mean "including, but not
limited to."

i
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Throughout this CMP document, terms such as "agreement" or "consensus" are used to identify
instances when participants attempt to informally arrive at a unanimous decision by the CMP
group at a noticed CMP Meeting. At any time, when the parties cannot informally reach a
decision, the parties may continue to work together to reach resolution or conduct a vote in
accordance with Section 17.0.

:

I

1

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to4
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms"include(s)" and "including" mean "including,butnot
limited to."
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2.0 MANAGING THE CHANGE MANAGEMENT PROCESS

2.1 Managing the Change Management Process Document

Proposed modif ications to this CMP framework shall  be originated by a change request
submitted by CLEC or Qwest in accordance with Section 5.o. Acceptance of such changes will
be discussed at a regularly scheduled Monthly CMP ProducVProcess Meeting.

The originator of the change will send proposed redlined language and the reasons for the
request with the change request at least fourteen (14) days in advance of the Monthly CMP
Product/Process Meeting. The request originator wi l l  present the proposal to the CMP
participants. The parties will develop a process for input into the proposed change including
when the vote wi l l  be taken. Incorporating a change into this CMP requires unanimous
agreement using the Voting Process, as described in Section 17.0. Each CMP change request
will be assigned a CR number that contains a suffix of "CM" and will be included in the Monthly
CMP PrOduct/Process Meeting distribution package. The CMP change request and redlined
language will be included in the Monthly CMP Product/Process Meeting distribution package
and the CMP change request will be identified as a proposed change to the CMP framework on
the agenda. The requested change wil l  be rev iewed at a Monthly CMP Product/Process
Meeting and voted on no earlier than the following CMP Product/process meeting. The agenda
for the Monthly CMP Product/process Meeting, at which the vote will be taken, will indicate that
a vote will be taken. .

i
1

There will be a standing agenda item for each monthly CMP Meeting for discussion about
issues relating to the operation and effectiveness of CMP. This discussion is intended to be
open and receptive to all input with the goal of constantly evaluating and improving this CMP.

I

i 2.2 Change Management Point-of-Contact (POC)

Qwest and each CLEC will designate primary, secondary, and, if  desired, tertiary change
management POC(s), who will serve as the official designees for matters regarding this CMP.
CLECs and Qwest will exchange primary, secondary and tertiary POC information including
items such as:

•

•

•

•

•

•

Nam e
Title
Company
Telephone number
E-mail address
Fax number

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users . ,

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to." ,

i
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Cell phone/Pager number
POC designation (e.g., primary, secondary, or tertiary)

2.3 Change Management poc List

Primary, secondary and tert iary CLEC and Qwest POCs wi l l  be included in the Qwest
maintained POC list. It is the CLEC POC's responsibility to notify Qwest of any POC changes
at http://www.owest.com/wholesale/cmD/ooform.htmL If Qwest makes a Primary POC change
it will follow the. process as described in Section 5.4.3. The list will be posted on the Qwest
CMP Web site and may include other contacts.

I.

2.4 Qwest CMP Responsibilities

2.4.1 CMP Manager

The Qwest CMP Manager is the QWest Product/Process POC and is responsible for properly
processing submitted CRs, conducting the Monthly CMP Product/Process Meeting, assembling
and distributing the meeting distribution package, and ensuring minutes are written and
distributed in accordance with the agreed-upon timeline.

The Qwest CMP Manager is the Qwest Systems POC and is responsible for property
processing submitted CRs, conducting the Monthly CMP Systems Meeting, assembling and
distributing the meeting distribution package, and ensuring minutes are written and distributed
in accordance with the agreed-upon timeline. The CMP Manager also distributes the list of CRs
eligible for prioritization to Qwest and the CLECs for ranking, tabulates the rankings, and
forwards the resulting prioritization of the CRs to Qwest and the CLECs. in addition, the CMP
Manager is responsible for coordinating the publication of the Qwest ass Interface Release
Calendar, as described in Section 6.0.

2.4.2 Change Request Project Manager (CRPM)

The Qwest CRPM manages CRs throughout the CMP CR lifecycle. The CRPM is responsible
for obtaining a clear understanding of exactly what deliverables the CR originator requires to
close the CR, arranging the CR clarif ication meetings and coordinating necessary Subject
Matter Experts (SMEs) .f rom within Qwest to respond to the CR, and coordinating the
participation of the necessary SMEs in the discussions with the CLECs .

Note; Throughout this document, OSS lntedaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the rems "include(s)" and "including" mean "including, but not
limited to."
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2.4.3 EscalationlDispute Resolution Manager

The Escalation/Dispute Resolution Manager is responsible for managing escalations, disputes
and postponements in accordance wi th the CMP Escalat ion,  Dispute Resolut ion and
Postponement Processes. (See Sections 14.0, 15.0 and 5.5)

2.4.4 Implementation Obligations

When Qwest commits to make a change pursuant to CMP, Qwest wil l  rev iew and rev ise
internal and external documentation, as needed, to ensure that the change is appropriately
reflected. Qwest will conduct training to communicate the changes to all appropriate Qwest
personnel so that they are made aware of relevant changes; If Sections 5.0, 7.0, 8.0 or 9.0
require notification of the change, such notification will be provided in accordance with that
section and will include references to external Qwest documentation that will be modified to
ref lect  the change, i f  appl icable.  Al l  of  the forgoing act iv i t ies wi l l  take place by the
implementation date of the change. `

2.4.5 Adherence to this CMP

As a general rule, if a CLEC indicates that Qwest is not following this CMP, and Qwest agrees,
Qwest will correct the situation by following the process. If Qwest has failed to follow this CMP
for a particular change, and is not able to withdraw the change and follow the applicable
process, then Qwest and CLECs must unanimously agree on a different manner to correct the
situation. If Qwest and the CLECs attempt to, but do not agree that a process was not followed
or cannot agree on a manner to correct the situation, any CLEC may pursue any appropriate
process available in this CMP (e.g., production support, escalation, dispute resolution, oversight
committee).

2.5 Method of Communication

i
The method of communication is e-mail with supporting information posted to the Web site
when applicable (see Section 3.3 Qwest Wholesale CMP Web Site). Communications sent by
e-mail resulting from CMP will include in the subject l ine "CMP". E-mail communications
regarding document changes will include direct Web site links to the related documentation. All
Notif ications are sent as "bailouts" and are distributed to all those who subscribe to such
notifications at http://www.dwest.com/wholesale/notices/cnla/maillist.html.

Redlined PCATs and Technical Publications associated with product, process, and systems
changes will be posted to the Qwest CMP Document Review Web site,
htto://www.qwest.com/wholesale/cmo/review.htmL For the durat ion of  the agreed upon

4

Note: ̀ lli1roughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or fleet the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the rems "indude(s)" and "including" mean "including, but not
limited to."
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comment period as specif ied in this CMP, CLECs may submit comments on the proposed
documentation change. At the QWest CMP Document Review Web site, CLECs may submit
their comments on a specific document by selecting the "Submit Comments" link associated
with the document. The "Submit Comments" l ink will take.cLECs to. an HTML comment
template..If for any reason the "Submit" button on the site does not function properly, CLECs
may submit comments to cmDcomm@owest.com. After the conclusion of the applicable CLEC
comment period, Qwest wi l l  aggregate al l  CLEC comments with Qwest responses and
distribute to all CLECs via Notifieation email within the applicable period.

In some instances, a CLEC or Qwest may wish to include proprietary information in a CR. To
do this the CLEC or Qwest must identify the proprietary information with bracketed text, in all
capitals, preceded and followed by the words~"PROPRlETARY BEGIN" and "PRQPRIETARY
END," respectively. Qwest will blackout properly formatted proprietary information when the
CR is posted to the CR Database and distributed in the CMP Monthly Meeting distribution
packet.

If a CLEC or Qwest wishes to ask a question, submit a comment, or provide information thatis
of a proprietary nature, the CLEC or Qwest must communicate directly with the CMP Manager
via` e-mail, cmDcr@owest.corn. Such emai ls must have a subject  l ine beginning wi th
PROPRIETARY.

This CMP contains references to required notif ications. Such references typically identify
specific information that must be included in such notifications. Such information is not an
exclusive list. Qwest wil l  use reasonable efforts to include such other information in its
possession that may be useful in aiding CLECs to understand the scope and purpose of the
notification.

2.6 CMP Relationship with Management of Performance Indicator Definitions (PlDs)

Qwest Performance Indicator Definitions (PIDs) have been eStablished through collaboration
among Qwest, CLECs and state public utilities commissions in a forum known as the Regional
Oversight Committee Technical Advisory Group (ROC TAG). This activity was performed in
order to test Qwest's performance in connection with Qwest's application to obtain approval
under Section 271 of the Telecommunications Act of 1996. The parties anticipate that the ROC
TAG (or similar industry group separate from the CMP body) will continue in some form after
approval of Qwest's Section 271 application. The parties expect that this industry group will be
responsible for change management of the Qwest PIDs (the "pie Administration Group").

The parties acknowledge that the operation of PIDs may be impacted by changes to Qwest
OSS Interfaces, products or processes that are within the scope of CMP. 'Conversely, Qwest

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."

l
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OSS Inter faces,  products or  processes may be impacted by changes to,  or  the operat ion of ,
PlDs that are within the scope of the PID Administrat ion Group. As a result,  eff icient operation
o f  t h i s  CMP r equ i r es  com m un i ca t i on  and  coo r d i na t i on ,  i nc l ud i ng  t he es t ab l i shm en t  o f
processes, between the PID Administration Group and the CMP body.

The part ies recognize that  i f  an issue resul ts f rom CMP that  relates to the PlDs (e.g. ,  Qwest
denies a CR wi th reference to PlDs,  discussion of  PID adm inist rat ion is  needed in order  to
implement  a CR,  etc. ) ,  any par ty to this CMP may take the issue to the PID Administ rat ion
Group for discussion and resolution as appropriate under the procedures for that Group. At the
t ime any party br ings such an issue to the PID Administ rat ion Group,  such party shal l  not i fy
Qwest  and Qwest  wi l l  d is t r ibute an e-m ai l  not i f i cat ion to the CMP body. Qwest  Shal l  also
distribute to the CMP body all correspondence with the PID Administration Group relating to the
issue at  the t ime .such correspondence is exchanged wi th the PID Administ rat ion Group ( i f
Q w es t  i s  n o t  c o p i ed  o n  s u c h  c o r r es p o n d en c e ,  t h e  i n v o l v ed  C L E C  w i l l  f o r w a r d  s u c h
correspondence to Qwest for distr ibut ion to the CMP body).  Qwest or an interested CLEC wi l l
br ing any resolut ion or  recommendat ion f rom the PID Administ rat ion Group relat ing to such
issues to the CMP body for consideration in resolving related CMP issues.

It  is possible that the PID .Administrat ion Group wi l l  identi fy issues that relate to CMP. in that
case, the CMP body would expect the PID Administrat ion Group (or a party from that group) to
br ing such issues to the CMP body for  resolut ion era recommendat ion;  Such issues may be
raised in the form of a CR, but may be raised in a dif ferent manner i f  appropriate. Qwest or an
interested CLEC wil l  return to the PID Administrat ion Group any resolution or recommendation
from the CMP body on such issues. Qwest and CLECs part icipat ing in the PID Administrat ion
Group agree that they wi l l  propose, develop, and adopt processes for the PID Administrat ion
Group that wil l  enable the coordination called for in this Section. One such process may include
joint  meet ings, on an as needed basis,  of  the PID Administrat ion Group and the CMP body to
address issues that affect both groups.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms 'include(s)" and "including" mean "including, but not
limited to."
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3.0 CHANGE MANAGEMENT PROCESS MEETINGS

Change Management Process meetings will be conducted on a regularly scheduled basis. The
CMP. ProdUct/Process and Systems Meetings will be conducted on the same day of each
month or on at least two (2) consecutive days on a monthly basis, unless other arrangements
are agreed upon by the CLECs and Qwest. Meeting participants can choose to attend
meetings in person or participate by conference call.

Meetings are held to rev iew, manage the implementation of Product/Process and System
changes, and address Change Requests. Qwest will review the status of all applicable Change
Requests. The meeting may also include discussions of Qwest's OSS Interface Release
Calendar.

CLEC's request for additional agenda items and associated materials must be submitted to
Qwest at least f ive (5) business days by noon (MT) in advance of the meeting. Qwest is
responsible for distr ibut ing the agenda and associated meeting materials and wi l l  be
responsible for preparing, maintaining, and distributing meeting minutes. Attendees with any
walk-on items should bring hard copy materials of the walk-on items to the meeting and should,
at least two (2) hours prior to the meeting, provide copies of such materials electronically (soft
copy) to the CMP Manager, cmDcr@owest.com, for distribution to all parties.

All attendees, whether in person or by phone, must identify themselves and the company they
represent.

Additional meetings may be held at the request of Qwest or any CLEC. Meeting notification
must contain an agenda plus any supporting meeting materials. Notification for these meetings
will be distributed at least five (5) business days prior to their occurrence. Qwest will record
and distribute meeting minutes, unless otherwise noted in this CMP.

3.1 Meeting Materials (Distribution Package) for Monthly Change Management
Process Meetings

Meeting materials will include the following information:

•

•

•

Meeting Logistics
Minutes from previous meeting
Agenda
Change Requests and responses, as applicable

New/Active
• Updated

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document,theterms "include(s)" and "including" mean "including, but not
limited to."
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• Issues, Action Items Log and associated statuses
Release SuMmary, as applicable

• OSS lnterfaee Release Calendar, as described in Section 6.0
• Date TBD Trouble Tickets, as described in Section 12.3

Any other material to be discussed

Qwest will provide Meeting Materials (distribution package) electronically, by noon (MT), three
(3) business days prior to the Monthly CMP Meeting. in addition, Qwest will provide hard
copies of the distribution package at the Monthly CMP Meeting. .

Qwest will take minutes. Qwest will summarize discussions in meeting minutes and include any
revised documents such as issues, action items and statuses.

3.2 Meeting Minutes for Change Management Process Meetings

Minutes will be distributed to meeting participants for comments or revisions no later than five
(5) business days by noon (MT) after the meeting. CLEC comments will be provided by noon
(MT) two (2) business days af ter receiv ing draf t minutes to the Qwest CMP Manager,
cmpcr@qwest.com. Revised minutes, if CLEC comments are received, will be posted to the
CMP Web site within nine (9) business days by noon (MT) after the meeting.

3.3 Qwest Wholesale CMP Web Site

1

To facilitate access to CMP documentation, Qwest wm maintain CMP information on its Web
site. The Web site should be easy to use and will be updated in a timely 'manner. The Web site
will be a 'well organized central repository for CLEC notifications and CMP documentation.
Active documentation, including meeting materials (distribution package)§ will be maintained on
the Web site. Change Requests and notifications will be identified in accordance with the
agreed upon naming conventions to facilitate ease of identification. Qwest will maintain closed
and old versions of documents on the Web site's Archive page for 18 months before storing off
line. information that has been removed from the Web site can be obtained by contacting the
Qwest CMP Manager, cmpcr@qwest.com. At a minimum, the CMP Web site will include:

Current version of the Qwest Wholesale Change Management Process Document
ass interface Release Calendar
OSS interface hours of availability
Links to related Web sites, such as MA EDI, MA Gui, CEMR, Document Review and
Notifications . .
Change Request Form and instructions to complete form
Submitted and open Change Requests and the status of each, including written responses
to CLEC inquiries

I

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users . .

Note: Throughout.this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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•

•

Meeting (formal and informal) information for Monthly CMP Meetings and interim meetings
or conference calls, including descriptions of meetings and participants, agendas, minutes,
sign-up forms, and schedules, if applicable
Interactive CR Report
Meeting materials (distribution package)
CLEC Notifications and associated requirements
Directory to CLEC Notifications for the month
Business rules, SATE test case scenarios Technical Specifications, and user guides will be
provided via links on the CMP Web site
Contact information for the CMP POC list, including CLEC, Qwest and other participants
(with participant consent to publish contact information on Web page)_
Redlined PCAT and Technical Publications - see Section 2.5
Instructions for receiving CMP communications - see Section 2.5

q

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applieation-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning. maintenance and repair, and billing abilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "incJude(s)" and "including" mean 'including, but not
limited to
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4.0 TYPES OF CHANGE

A Change Request must be within the scope of CMP and will fall into
classifications. Types of Changes apply to Systems and ProducVProcess.

one of the following

4.1 Regulatory Change

A Regulatory Change is mandated by regulatory or legal  enti t ies, such as the Federal
Communications Commission (FCC), a state commission/authority, or state and federal courts.
Regulatory changes are not voluntary but are requisite to comply with newly passed legislation,
regulatory requirements, or court rulings. Either the CLEC or Qwest may originate the Change
Request.

4.2 Industry Guideline Change

•

•

•

•

•

•

•

An Industry Guideline Change implements Industry Guidelines. Either Qwest or the CLEC may
originate the Change Request and these changes are subject to the same processes under this
CMP as Qwest and CLEC Originated Changes. These industry guidelines are defined by:

Alliance for Telecommunications Industry Solutions (ATIS) sponsored
Ordering and Billing Forum (DBF)
Local Service Ordering and Provisioning Committee (LSOP)
Telecommunications industry Forum (TCIF)
Electronic Commerce Inter-exchange Committee (ECIC)
ElectroniC Data Interchange Committee (EDI)
Ameriean National Standards institute (ANSI)

A Qwest Originated Change is originated by Qwest and does not fall within the changes listed
above.

4.3 Qwest Originated Change

4.4 CLEC Originated Change

A CLEC Originated Change is originated by the CLEC and does not fall within the changes
listed above.

4

\

Note: Throughout this document. OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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5.0 CHANGE REQUEST PROCESS

5.1 CLEC-QwestOSS Interface Change Request Process

A CLEC or Qwest seeking to change an existing OSS Interface, to establish a new OSS
Interface, or to retire an existing OSS Interface must submit a Change Request (CR). A
Change Request originator will complete and e-mail a completed Change Request (CR) Form
to the Qwest CMP Manager, cmocr@owest.com, in accordance with the instructions set forth in
the Qwest Wholesale CMP Web Site located at the following URL
htto://wvwv.Qwest.com/wholesale/cmo/index.html.

The CR Pr ocess  suppo r t s  Regu l a t o r y ,  I ndus t r y  G u i del i ne,  CLEC o r i g i na t ed  and  Q wes t
or ig inated changes.  The process for  Regulatory changes -wi l l  be m anaged as descr ibed in
Section 5.1.1, Section 5.1.2 and Section 5.1.3.

5.1.1 Regulatory Change Request

Qwest or any CLEC may submit  Regulatory CRs. The party submit t ing a Regulatory CR must
also include suf f ic ient  informat ion to just i fy the CR being t reated as a Regulatory CR in the
Desc r i p t i on  o f  Change sec t i on  o f  t he CR For m . Such inform at ion m ust  inc lude speci f i c
references to regulatory or court orders or legislation as well as dates, docket or case numbers
page or paragraph numbers and the mandatory or recommended implementat ion dates, i f  any
All  Regulatory CRs ini t ial ly must be submitted as systems CRs, including when the Regulatory
CR clearly is for a product/process change, and wil l  be introduced at the Monthly CMP Systems
Meeting. I f  the Regulatory CR originator seeks to establ ish that the CR should be implemented
by a manual  process,  the or iginator  must  so indicate On the CR Form and include as much
information supporting the application of the exception as practicable.

Qwest will send CLECs a notification when it posts Regulatory CRs to the Web site and identify
when comments are due and when a vote is to be taken, as described below. Regulatory CRs
will also be identified in the Monthly CMP Systems Meeting distribution package.

Not later than eight (8) business days prior to the Monthly CMP Systems Meeting, any party
objecting to the classification of such CR as Regulatory must submit a statement to the CMP
Manager, cmocr@owest.com, documenting reasons why the objecting party does not agree
that the CR should be classified as a Regulatory change. Regulatory CRs may not be
presented as walk-on items.

If Qwest or any CLEC has objected to the classification of a CR as Regulatory, that CR will be
discussed at the next Monthly CMP Systems Meeting. At that meeting, Qwest and the CLECs

i

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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will conduct a vote under Section 17.0 to determine whether there is unanimous agreement that
the CR is a Regulatory change. I f  Qwest or any CLEC does not agree that the CR is
Regulatory, the CR will be treated as a non-Regulatory CR and prioritized, if applicable, with the
CLEC originated and Qwest originated CRs, unless and unti l  the CR is declared to be
Regulatory through the Dispute Resolution Process. (See Section 15.0) Final detemlination of
CR type will be made by the CLEC and QwestPOCs at that Monthly CMP Systems Meeting,
and documented in the meeting minutes.

5.1.2 Implementation of Regulatory CRs

As a general rule, a Regulatory Change will be implemented by mechanization unless all parties
agree otherwise, as described below.

l

For each Regulatory CR, Qwest wi l l  prov ide a cost analysis for both a manual  and a
mechanized solution. The cost analyses will include a description of the work to be performed
and any underlying estimates that Qwest has performed associated with those costs. Qwest
will also provide an estimated Level of Effort expressed in terms of person hours required for
the mechanized solution. The cost analyses will be based on factors considered by Qwest,
which may include volume, number of  CLECs, technical feasibil i ty, parity with retail, or
effectiveness/ feasibility of a manual process.

The Regulatory CR will be implemented by a manual solution if there is a Majority vote, as
described in Section 17.0, at the Monthly CMP Systems Meeting in favor of one of the following
exceptions.

A. The mechanized solution is not technically feasible.

or

B. There is a significant difference in the costs for the manual and mechanized solutions.
Cost estimates will allow for direct comparisons between solutions using comparable
methodologies and time periods. .

Any party that desires to present information to establish an exception may do so at the Monthly
Systems CMP Meeting when the implementation plan is presented.

Once a Regulatory CR has been agreed upon to be implemented by a manual solution, the CR
will be, from that point forward, tracked as a producVprocess CR through the Monthly CMP
Product/Process Meetings. (See Section 5.7)

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applicatiomta
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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If Qwest is unable to fully implements mechanized solution in the first Release that occurs after
the CMP participants agree that a change is a Regulatory CR, Qwest's implementation plan for
the mechanized solution may include the short-term implementation of a manual work-around
unti l the mechanized solution can be implemented. in that si tuation, a single systems
Regulatory CR wil l  be used for the implementation of  both the manual and mechanized
changes. Qwest will continue to work that Regulatory CR until the mechanized solution is
implemented.

If a Regulatory CR is implemented by a manual process and later it is determined that a change
in circumstance warrants a mechanized solution, Qwest or any CLEC may submit a new
systems CR which must include evidence of the change in circumstance, such as an estimated
volume increase or changes in technical feasibil i ty, and the number of  the CR that was
implemented using a manual process. The CR originator may request that the new CR be
treated as a Regulatory CR. If Qwest or any CLEC does not agree to treat the new CR as a
Regulatory CR, it will be treated as a Qwest or CLEC originated change.

Any party that disagrees with the majority decision regarding Exceptions A and B may initiate
the Dispute Resolution Process. (See Section 15.0)

5.1.3 industry Guideline Change Request

Industry Guideline CRs will be submitted as Systems CRs, but if it is determined they should be
implemented as a Product/Process change, the CR wil l follow the Crossover process as
documented in Section 5.7. The party submitting the Industry Guideline CR must identify on
the CR Form that the CR should be designated an industry Guideline CR and identify the
industry forum that recommended that change. The party submitting an Industry Guideline CR
must also include sufficient information to justify the CR being treated as an industry Guideline
CR in the Description of Change section of the CR Form. Such information must include
specif ic references to the industry forum issue or recommendation and the recommended
implementation date, if any.

5.1.4 Systems Change Request Origination Process

\f a CLEC or Qwest wants Qwest to change, introduce or retire an OSS Interface, the originator
will e-mail a Change Request (CR) Form to the Qwest CMP Manager, cmocr@owest.com. No
later than two (2) business days after Qwest receives the CR, the Qwest CMP Manager reviews
the CR for completeness, and requests additional information from the CR originator, if
necessary.

Once the CR is complete:

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applieation-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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•

•

The Qwest CMP Manager will assign a CR Number, and log the CR into the CMP database
The Qwest CMP Manager sends acknowledgement of receipt to the CR originator and
updates the CMP database.

Within two (2) days after acknowledgement:

• The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the
appropriate Director responsible for the CR.

• The Qwest CMP Manager posts the valid CR to the CMP Web site via Qwest's interactive
report. The report will contain the CR details, originator identity, assigned CRPM, assigned
CR Number and, when practicable, the designated Qwest SME and associated Director.

» The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s)

(SME)
• The CRPM will provide a copy of the detailed CR report to the CR originator which includes

the following information:
• Description of CR
• Originating CLEC
• Assigned CRPM contact information
• Assigned CR number
• Designated Qwest SMEs and associated director(s)
• Status of the CR (e.g., Submitted)

Within eight (8) business days after receipt of a complete CR, the CRPM coordinates and holds
a clarif ication meeting with the CR originator and Qwest's SME(s). If  the originator.is not
available within the above specified time frame, then the clarification meeting will be held at a
mutually agreed upon time. Qwest may not provide a response to a CR until a clarif ication
meeting has been held. The CR originator may invite representatives from other companies to
participate on the clarif ication call. Such part icipat ion is not intended to replace the
presentation of the CR at the Monthly CMP Meeting .

At the clarification meeting, Qwest and the originator will review the submitted CR, validate the
intent of the originator's CR, clarify all aspects, identify all questions to be answered, and
determine deliverables Qwest must produce in order to close the CR. The originator should
provide, in the CR, as much detail as possible. After the clarification meeting has been held,
the CRPM will document and issue meeting minutes within five (5) business days.

CRs received fourteen (14) calendar days prior to the next scheduled Monthly CMP Systems
Meeting will be presented at that Monthly CMP Systems Meeting for clarification from all CLECs
participating in the Monthly CMP Systems Meeting.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and 'including' mean "including, but not
limited to,"

r

Page 30

I



Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T~01051 B-08-0257

. Qwest Corporation
Exhibits Of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 31

Qwest Wholesale Change Management Process Document -of -30-06

At the monthly CMP Systems Meeting, the originator will present the CR and provide any
business reasons for the CR. items or issues identified during the previously held clarification
meeting will be relayed. CLECs participating in the Monthly CMP Systems Meeting will be given-
the opportunity to comment on the CR and provide additional clarif ications. If appropriate,
Qwest's SME(s) will identify options and potential solutions to the CR. Clarifications and/or
modifications related to the CR will be incorporated into the. evaluation of the CR.

CRs that are not submitted fourteen (14) calendar days prior to the Monthly CMP Systems
Meeting may be introduced at that Monthly CMP Systems Meeting as walk-on items. The
Originating CLEC will present the CR and participating CLECs will be allowed to prov ide
comments to the CR. Qwest will provide a status of the CR.

Qwest will develop a draft response based on the CR discussion at the Monthly CMP Systems
Meeting. Prior to the next scheduled Monthly CMP Systems Meeting the CRPM will post
responses to systems CRs to the CMP database. The response will be made available via the
interactive reports and the distribution package for the Monthly CMP Systems Meeting. Qwest
will conduct a walk through of the response and participating CLECs will be provided the
opportunity to discuss, clarify and comment on Qwest's Response. Qwest's Responses will be
either:

•

•

"Accepted" (Qwest will implement the request) with position stated, or
"Denied" (Qwest will not implement the request) with basis for the denial and a detailed

. explanation, including reference to substantiating material. OSS interface Change Request
may be denied for one or more of the following reasons:
• Technologically not feasible-a technical solution is not available
- Regulatory ruling/Legal implications-regulatory or legal reasons prohibit the change as

requested, or if the request benefits some CLECs and negatively impact others (parity
among CLECs) (Contrary to ICA provisions)

• Outside the Scope of the Change Management Process-the request is not within the
scope of the Change Management Process (as defined in this CMP), seeks adherence
to existing procedures, or requests for information

• Economically not feasible-low demand, cost prohibitive to implement the request, or
both .
The requested change does not result in a reasonably demonstrable business benefit
(to Qwest or the requesting CLEC) or customer service improvement

Qwest will not deny a CR solely On the basis that the CR involves a change to back-end
systems. Qwest will apply these same concepts to CRs that Qwest originates. The Special
Change Request Process (SCRP) (Section 10.4) may be invoked if  a CR was denied as
economically notfeasible.

.
I_
ii
:

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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Based on the comments received from the Monthly CMP Systems Meeting, Qwest may revise
its response and issue a revised draft response at the next Monthly CMP Systems Meeting.

If any CLEC does not accept Qwest's response and does not intend to escalate or dispute at
the present time, it may request Qwest to status the CR as 'Deferred.' The CR will remain as
Deferred and any CLEC may re-activate the CR at a later date.

I

|
l

If any CLEC does not accept Qwest's response, any CLEC may elect to escalate or dispute the
CR in accordance with the agreed upon CMP Escalation Process or Dispute Resolution
Process. (Sections 14.0 and 15.0) If the Originator does not agree with the determination to
escalate or pursue dispute resolution, it may~withdraw its participation from the CR and any
other CLEC may become responsible for pursuing the CR Escalation upon providing written
notif ication to the Qwest CMP Manager, cmpcr(El)clwest.com. The. CR will be assigned an
escalation suffixand remain an active CR. Qwest will note in the status history of the interactive
reports that the CR has been escalated. However, the CR status will reflect the stage of the CR
as it progresses through the CR lifecycle.

NOTE: For system CRs associated with Billing, CRs will likely be prioritized for a specific set of
Qwest bil l ing system implementation dates (referred in this document as a "Release" or
"release") versus one specific release with a single implementation date which is the case for
MA and CEMR/MEDIACC. in the context of Billing prioritization and/or packaging, when

"release" is referred to, the reference is to a specific set of billing system implementation dates.

At the last Monthly CMP Systems Meeting before Prioritization, Qwest wil l  facil i tate the
presentation of all CRs eligible for Prioritization. In order for a CR to be eligible for prioritization
in the upcoming release, it must be presented at least one (1) month prior to the Prioritization
Review meeting in accordance with Section 10.3.1. At this meeting Qwest will provide a high
level estimate of the Level of Effort of each CR and the estimated total capacity of the Release.
This estimate will be an estimate of the number of person hours required to incorporate the CR
into the Release. Ranking will proceed, as described in Section t 0.0, Prioritization. The results
of the ranking will produce an initial Prioritization List.

Pursuant to this CMP, Qwest may develop a temporary manual solution to a mechanized
change identif ied in an active systems CR. In these situations, Qwest will open a second
systems CR with the same number as the original CR and a "MN" suffix. Qwest will process
this "Mn" CR as a systems CR through its entire life cycle. During this time the original systems
CR will remain open and follow the appropriate systems QR process. The temporary manual
solution will remain available at least until closure of the associated systems CR. If possible, all

Note: Throughout this document, ass Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their endusers

Note: Throughout this document, the rems "include(s)" and "including" mean "including, but not
limited tO."
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or part of the temporary manual solution can be reintroduced in Production Support if a manual
workaround is required. A new CR is not required to revert to the temporary manual solution.

5.2 CLEC-Qwest ass Interface Change Request Lifecycle

A CLEC or Qwest may elect to withdraw a CR that has been prioritized for an OSS interface
Release, in accordance with Section 10.3.5. Based on the Initial PrioritizatiOn List, Qwest will
begin its development cycle that includes the milestones listed below.

5.2.1 Business and Systems Requirements

Qwest engineers define the business and functional specif ications during this phase. The
specifications are completed on a per candidate basis in priority order. During.business and
system requirements, any candidates which have af f inities and may be more ef f iciently
implemented together will be discussed. Candidates with affinities are defined as candidates
with similarities in functions or software components. Qwest will present, at the Monthly CMP
Systems Meeting, any complexities, changes in candidate size, or other concerns that may
arise during business or system requirements, which would impact the implementation of the
candidate.

During the business and systems requirement efforts, CRs may be modiNed or new CRs may
be generated (by CLECs or Qwest), with a request that the new or modified CRs be considered
for addition to the initial Prioritization List (late added CRs). If there is a unanimous votes (see
Section 17.0) to consider the late added CRs for addition to the Initial Prioritization List, Qwest
will size the CR's requirements work effort. If the requirements work effort for the late added
CRs can be completed by the end of system requirements, the candidate list and the new CRs
will be prioritized by CLECs in accordance with the agreed upon Ranking of Later Added CR
process (see Section 10.3.4). If the requirements work effort for the late added CRs cannot be
completed by the end of system requirements, the CR will not be eligible for the Release an.d
will be returned to the pool of CRs that are available for prioritization in the next OSS interface
Release. If packaging has already been presented as described in 5.2.2, any party seeking to
submit a late-added CR must follow the Exception process.

5.2.2  Packaging

At the conclusion of  system requirements, Qwest wi l l  present packaging option(s) for
implementing the release candidates, including a package of only the prioritized candidates in
order. Packaging options are defined as different combinations of candidates proposed for
continuing through the next stage of development. Packaging options may not exist for the

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited Io."
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Release, i.e., there may only be one straightforward set of candidates to continue working
through the rem stage of development. Options may be identified due to:

• affinities in candidates .
• resource constraints which prevent some wndidates from being implemented but allow

others to be completed

Qwest will provide an updated estimate of the Level of Effort for each CR and the estimated
total capacity of the Release. If more than one option is presented, a vote will be held within two
(2) days after the meeting on the options. The packaging option with the largest number of
votes will continue through the design phase of the development cycle.

5.2.3 Design

!
I
t

i
1

Qwest engineers define the architectural and code changes required to complete the work
associated with each candidate. The design work is completed on the candidates, which have
been packaged.

I
i

I

l
I

4

5.2.4 Commitment

After design, Qwest will present a commitment list of CRs that can be implemented. Qwest will
provide an updated Level of Effort for each CR and the estimated total capacity of the Release.
These candidates become the committed candidates for the Release.

5.2.5 Code & Test

I
1\

1
1

Qwest engineers will perform the coding and testing required by Qwest to complete the work
associated with the committed candidates. The code is developed and baselines before being
del ivered to system test. A system test plan (system test cases, costs, schedule, test
environment, test data, etc.) is completed. The system is tested for meeting business and
system requirements, certification is completed on the system readiness for production, and
pre-final documentation is reviewed and baselines. if, in the course of the code and test effort,
Qwest determines that it cannot complete the work required to include a candidate in the
planned Release, Qwest will discuss options with the CLECs in the rem Monthly CMP Systems
Meet ing.  Opt ions can include ei ther the remov al  of  that  candidate f rom the l ist  or a
postponement in the implementation date to incorporate that candidate. If the candidate is
removed from the list, Qwest will also advise the CLECs whether or not the candidate could
become a candidate for the next Point Release, with appropriate disclosure as part of the
current Major Release of the OSS interface. Alternatively, the candidate will be returned to the
pool of CRs that are available for prioritization in the next ass interface Release.

I

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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5.2.6 Deployment

During the deployment phase, Qwest representatives from the business and operations review
and agree the system is ready for full deployment. Qwest deploys the Release and initiates
and conducts production support .

When Qwest has completed development of the ass. Interface change, Qwest will release the
OSS Interface functionality into production for use by the CLECs.

Upon implementation of the OSS lnterfaee Release. the CRs will be updated to CLEC test and
presented for closure at the next Monthly CMP Systems Meeting.

l

I

i

Note: Throughout this document, OSS interfaces are deaned as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limitedto n

E



o... c-'>

8 2 m
u I D ( 5

1... §
8.c>1EN.

: Q
an

3 :
__g
cu
--m

o.388 E
.833 2 °'
E338=" -1- 2 =°884,,2938<• N

et
N

C

urn

'83ru'-
- 8
' o

(5

<9

-4-1
m

m

<

CD

m§933®
|5 P-|»-GM
888 o
01-1-NLLILIJ

x x
.~_8<8
<mo

8
:Q.:xLLI

m

°c:.
8

ea
9o
"?
3l
:m
E

Eu
o

I

* n

8

o> 8
: E

8.9 8:"¢5--- C
12 o

as ' o

.E

_Is
38
8-3
as
§%
82
4§
88
3-8
89

'=§
88

a°'2

c
-A-I
3

. Q

.Ea
we
G)

co

'U
2o
.E

- 8
8 G)¢.25§8=

'6'>_,_, :

38
c o

o

E
' Q JU)

8,386cnm°3
'cal-."' f:m x

o
o
o
Ia
w
4:
o
2
D..
4-1

o
E
ea
m
m
as
E
ea
i v
u

o
2
m
vo
2
o

o

c
m
5 -
w

M40:02
@*">~oas c

C 1t 9.`8
.93-0

cm

.:
g
'65ea
;
G

u

885,,
382'°%8
2 " = u / l 6

O

E'5mass?
0883
sis
o W ' §  m

.E
TJ
.g
|-
'E
G)
E
D.
9.
G)
>
q)
D
9
cu
E
"5
(D
<
2

o

m 8
4--1
.co-3-C
-4-» M >(-P'

'eac o
. :

2

m

+5

9
3
_g
u_

=~3=
E8838

8 8
5

9388
: Q

38
3286

co
co
GJ
us
m
D..



554994
6238

:<l-ov9-a> .
pansy °P111l~*°9f1'8 ==4¢n m e  W I S P LZ

g r  s w w w v a  m s  3 3 1 3  S U P  s o

=aa1: ><n=°4°n  ssweg me =>i=p.ez

sugieg °Bugsaj_ 9319 SUP as

u1B¢a sQ5n°1u.L nm ala # Air as
$8313 0489948

ponssl saadg1=°suu=>».L no wu S1989 av
W G  s w w w n a 1 8 3 3 3 1 3  w w  9 9

PUT sq5n0.lq_l. we IGGY ww 89

19°F-\'~I°8J. ICEIFUG s819 Hz.

1IIU\llOQ9S'88]§H

u<n=s»~cr~s =v°9¢o°M°=d

awe suoissnaslq

s3uuwa. | ! nbqg 33

uvwwwa

awza 99 uogu1uesa.l¢l an
uo! ;=>Q!J¥lU to

u o l s s ; w q n s  a n

II I I

w e



Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 38

Qwest Wholesale Change Management Process Document -01 -30-06

5.3 CLEC Originated ProductIProcess Change Request Process

I

If  a CLEC wants Qwest to change a product/process, the CLEC e-mails a Change Request
(CR) Form to the Qwest CMP Manager, cmDcr@owest.com. No .later than two (2) business
days after Qwest receives the CR:

• The Qwest CMP Manager rev iews the CR for completeness, and requests additional
information from the CR originator, if necessary

» The Qwest CMP Manager assigns a CR Number and logs the CR into the CMP database
» The Qwest CMP Manager sends acknowledgment of  receipt to the CR originator and

updates the CMP Database

Within two (2) business days after acknowledgement:

» The Qwest CMP Manager posts thefdetailed CR report to the CMP Web site
» The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the

appropriate Director responsible for the CR
• The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s)

(SME)
• The CRPM will provide a copy of the detailed CR report. to the CR originator which includes

the following information:
Description of CR
Originator (i.e.,cLEc name)

» Assigned CRPM contact information
• Assigned CR number

Designated Qwest SMEs and associated direc'tor(s)
• Status of the CR (e.g, Submitted) =

within eight (8) business days after receipt of a complete CR, the CRPM coordinates and holds
a clarification meeting with the Originating CLEC and Qwest's SMEs. If the originating CLEC is
not available within the above specified time frame, then the clarification meeting will be held at
a mutually agreed upon time. Qwest will not provide a response to a CR until a clarif ication
meeting has been held. The CR originator may invite representatives from other companies to
participate on the clarification call. Such participation is not intended to replace the presentation
of the CR at the Monthly CMP Meeting.

At the clarif ication meeting, Qwest and the Originating CLEC will review the submitted CR,
validate the intent of the Originating CLEC's CR, clarify all aspects, identify all questions to be
answered, and determine deliverables to be produced. After the clarification meeting has been
held, the CRPM wil l document and issue meeting minutes within f ive (5) business days.
Qwest's SME will internally identify options and potential solutions to the CR.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited tO."
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CRs receiv ed fourteen (14) calendar days pr ior to the nex t  scheduled Monthly CMP
Product/Process Meeting will be presented at that Monthly CMP Product/Process Meeting.
CRs that are not submitted by the above specif ied cut-of f  date may be presented at that
Monthly CMP Product/Process Meeting as a walk-on item with current status. The Originating
CLEC will present the CR and prov ide any business reasons for the CR. items or issues
identified during the previously held clarification meeting will be relayed. Participating CLECs
wi l l  be given the opportuni ty to comment on the CR and subsequent clari f icat ions. I f
appropr iate,  Qwest 's SME(s) wi l l  ident i f y opt ions and potent ial  solut ions to the CR.
Clarifications andlor modifications related to the CR will be incorporated into the evaluation of
the CR. Subsequently, Qwest will develop a draft response based on the discussion from the
Monthly CMP Product/Process Meeting. Qwest's response will be:

"Accepted" (Qwest will implement the CLEC request) with position stated, or
"Denied" (Qwest will not implement the CLEC request) with basis for the denial and a
detailed explanation, including reference to substantiating material. CLEC originated
Product/Process Change Request may be denied for one or more of the following reasons:
» Technologically not feasible--a technical solution is not available
» Regulatory ruling/Legal implications--regulatory or legal reasons prohibit the change as

requested, or if the request benefits some CLECs and negatively impact others (parity
among CLECs) (Contrary to ICA provisions)

• Outside the Scope of the Change Management Process-the request is not within the
scope of the Change Management Process (as defined in this CMP), seeks adherence
to existing procedures, or requests for information

• Economically not feasible-lOw demand, cost prohibitive to implement the request, or
both

• The requested change does not result in a reasonably demonstrable business benefit
(to Qwest or the requesting CLEC) or customer service improvement

Qwest will not deny a CR solely on the basis that the CR involves a change to the back-end
systems. Qwest will apply these same concepts to CRs that Qwest originates. SCRP may be
invoked if a CR was denied due to Economically not feasible.

At least one (1) week prior to the reM scheduled Monthly CMP ProductlProcess Meeting, the
CRPM will have the response posted to the Web, added to the CMP Database, and will notify
all CLECs via e-mail.

All Qwest Responses will be presented at the next scheduled Monthly CMP Product/Process
Meeting. Qwest will conduct a walk. through of its Response. Participating CLECs will be
provided the opportunity to discuss, clarify and comment on Qwest's Response.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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Based on the comments received from the Monthly CMP Product/Process Meeting, Qwest may
revise its Response and issue a modified Response at the next Monthly CMP Product/Process
Meeting. Within ten (10) business days after the Monthly CMP Product/process Meeting, Qwest
will notify the CLECs of Qwest's intent to modify its Response.

If the CLECs do nut accept Qwest's Response, any CLEC can elect to escalate or dispute the
CR in accordaNce with the agreed upon CMP Escalation Process or Dispute Resolution
Process. (See Sections 14.0 and 15.0) If  the originating CLEC does not agree with the
determination to escalate or. pursue dispute resolution, it may withdraw its participation from the
CR and any other CLEC may become responsible for pursuing the CR upon providing written
notif ication to the Qwest CMP Manager, cmocr@qwest.com. Qwest wil l  note in the status
history of the interactive reports that the CR has been escalated. However, the CR status will
reflect the stage of the .CR as it progresses through the CR lifecycle.

If the CLECs do not accept Qwest's Response and do not intend to escalate Qr dispute at the
present time, they may request Qwest to status the CR as Deferred. The CR will remain as
Deferred and CLECs may reactivate the CR at a later date.

The CLECs' acceptance of Qwest's Response may result in:

The Response answered the CR and no further action is required
The Response provided an implementation plan for a product/process to be developed
Qwest Denied the CLEC CR and no further actions required by CLEC

5.3.1 Implementation Notification

I f  the CLECs have accepted Qwest 's response, Qwest wi l l  prov ide not ice of  planned
implementation as follows.

Prior to implementing a CLEC originated product/process CR Qwest must notify the CLECs of
the pending change. Qwest will issue such notifications at the time it intends to implement a
CLEC originated change (in whole or in part), It is possible that more than one such notification
will be issued in order to fully address the CLEC requested change. Such notifications may be
issued during CLEC Test and may continue to be issued until the CLEC initiated CR is closed.
These notifications will adhere to the notification standards for Level 1, Level 2, and Level 3
detailed in Section 5.4 (Qwest Originated Product/Process Changes). If  the change is not
specifically captured in the existing Level categories, or if the change is captured in the Level 4
categories, Qwest will follow the Level 3 notification schedule.

Finally, the CR will be closed when CLECs determine that no further action is required for that
CR.

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECS to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited tO."
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5.4 Qwest Originated ProductIPrQcess Changes

The following defines five levels of Qwest originated product/process changes and the process
by which Qwest will originate and implement these changes. None of the following shall be
construed to supersede timelines or prov isions mandated by federal or state regulatory
authorities, certain CLEC facing Web sites (e.g-, ICONN and Network Disclosures) or individual
interconnection agreements. Each notification will state that it does not supercede individual
interconnection agreements. The lists of change categories under each level provided below
are exhaustive/finite but may be modified by the process set forth in Seetion 2.1. Qwest will
ut i l ize these l ists when determining the disposit ion level to which new changes wi l l  be
categorized. The changes that go through these processes are not changes to oss interfaces.
Level 1-4 changes under this process will be tracked and differentiated by level in the History
Log for the affected documents.

5.4.1 Level D Changes

Level 0 changes are defined as changes that do not change the meaning of documentation and
do not alter CLEC operating procedures. Level 0 changes are effective immediately without
notification.

Level 0 Change Categories are:

•

•

•

•

•

•

•

•

•

•

•

•

•
q

•

Font and typeface changes (e.g., bold to in-bold or bold to italics)
'Capitalization
Spelling corrections and typographical errors other than numbers that appear as part of an
interval or timeframe
Hyphenation
Acronym vs. non-acronym (e.g., inserting words to spell out an acronym)
Symbols (e.g., changing bullets from circles to squares for consistency in document)
Word changes from singular to plural (or vice versa) to correct grammar
Punctuation ,
Changing of a number to words (or vice versa)
Changing a word to a synonym
Contact personnel title changes where contact information does not change
Alphabetizing information
Indenting (left/right/center justifying for consistency)
Grammatical corrections (making a complete sentence out of a phrase)
Corrections to apply consistency to product names (i.e., "PBX - Resale" changed to
"Resale - PBX")
Moving paragraphs/sentences within the same section of a document to improve readability

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or eRect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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Hyperlink corrections within documentation
Removing unnecessary repetitive words in the same paragraph or short section.

For any change that Qwest considers a Level 0 change that does not specifically fit into one of
the categories listed above, Qwest shall issue a Level 3 notification.

5.4.1.1 Level 0 ProcessIDeliverables

For Level 0 changes, Qwest will not provide a notification, Web change form, or History Log to
CLECs. Changes to the documentation will be updated and posted immediately.

5.4.2 Level 1 Changes

Level 1 changes are def ined as changes that do not alter CLEC operating procedures or
changes that are time critical corrections to a Qwest product/process. Time critical corrections
may alter CLEC operating procedures, but only if such Qwest product/process has first been
implemented through the appropriate level under CMP. Level 1 changes are ef fective
immediately upon notification.

Level 1 Change Categories are:

•

•

•

•

•

Time critical corrections to information that adversely impacts CLECs' ability to conduct
business with Qwest .
Corrections/clarificationsladditional information that do not change the product/process
Corrections to synch up related PCAT documentation with the primary PCAT documentation
that was modified through a higher level change (notification needs to include reference to
primary PCAT documentation)
Document corrections to synch up with existing OSS Interfaces documentation (notification
needs to include reference to OSS Interfaces documentation)
Process options with no mandatory deadline, that do not supercede the existing processes
and that do not impose charges, regardless of whether the CLEC exercises the option
Modif ications to Frequently Asked Quest ions that  do not  change the existing
product/process
R notif ications issued within one hundred and eighty (180) calendar days after initial
notification (notification will include reference to date of initial notification or, if not available,
reference to existing PCAT)
Regulatory Orders that mandate a producVprocess change to be effective in less than
twenty-one (21) days
Training information (note: if a class is cancelled, notification is provided two (2) weeks in
advance)

Note: Throughout this document, OSS Interfaces are deaned as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "inc1udirig,but not
limited to."
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• URL changes with redirect link

For any change that Qwest considers a Level 1 change that does not specifically fit into one of
the categories listed above, Qwest shall issue a Level 3notification.

5.4.2.1 Level 1 ProcessIDeliverables

For Level 1 changes, Qwest will provide a notification to CLECs. Level 1 notifications will state
the disposition level 1, description of change, that changes are effective immediately,. that there
is no comment cycle and wi l l  adv ise CLECs to contact the CMP Manager by e-mai l  at
cmpcr@owest.com immediately if  the change alters the CLECs' operating procedures and
requires Qwest's assistance to resolve. Qwest wil l  respond to the CLEC, within one (1)
business day, and work to resolve the issue. Possible resolutions may include withdrawal of the
change, re-notification under a different level or creation of a new category of change under a
different level. In addition, Qwest will provide the following for PCAT and Non-FCC Technical
Publication ("Tech Pub") changes:

-

The complete red-lined PCAT or Non-FCC Tech Pub will be available for review in the
Product/Process Document Review Archive section of the CMP Web site,
http://vwlnw.uswest.com/wholesale/cmplreview_archive.html,
A HistoryLog that tracks the changes

5.4.3 Level 2changes

Level 2 changes are def ined as changes that have minimal ef fect on CLEC operating
procedures. Qwest wil l  prov ide notif ication of  Level z changes at least twenty-one (21)
calendar days prior to implementation.

Level 2 Change Categories are:

• Contact information updates excluding time critical corrections (Expedites and Escalations
Overview (httD://vvww.owest.com/wholesale/clecs/exescover.html),  W holesale Customer
Contacts (http:/lvwww.owest.com/wholesale/clecslescalations.html), Technical Escalations
Contact List (http://www.qwest.com/wholesale/svstems/oroductionsuDbort.html), CMP
Points of Contact (POCs, Qwest POC changes only)
(http://www.qwest.com/wholesale/cmolooc.html))
Changes to a form that do not introduce changes to the underlying process
Changes to eliminate/replace existing Web functionality will be available for twenty-one (21 )
days until comments are addressed. (Either a demo or screen shot presentation will be
available at the time of the notification for evaluation during the twenty-one (21) day cycle.)
Removal of data stored under an archive URL
Elimination of a URL re-direct

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to theirendusers ,

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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•

•

Addition of new Web functionality (e.g., CNLA)
Re-notifications issued one hundred and eighty (180) calendar days or more after the initial
notification (notification will include reference to date of initial notMcation or, if not available,
reference to existing PCAT)
Documentation concerning existing processes/products not previously documented
Changes to manually generated notifications normally transmitted to CLECs through their
ass Interfaces that are made to standardize or clarify, but do not change the reasons for,
such notifications
LSOG/PCAT documentat ion changes associated wi th new ass Interface Release
documentation resulting from an ass Interface CR
Reduction to an interval in Qwest's SIG

For any change that Qwest considers a Level 2 change that does not specifically fit into one of
the categories listed above, Qwest shall issue a Level 3 notification.

5.4.3.1 Level 2 Processlbeliverables

For Level 2 changes, Qwest will provide a notification to CLECs. Level 2 notifications will state
the disposition level 2, description of change, proposed implementation date, and CLEC/Qwest
comment cycle timeframes. in addition to the notification, any documentation changes required
to PCATs and Non-FCC Tech Pubs will be red-lined and available for review in the DoeuMent
Review section cf the CMP Web site, http1//wvwv.Qwest.comlwholesale/cmp/review.html,
commonly known as the Document Review site. in the Document Review site, a comment
button will be available next to the document to allow CLECs to provide comments. For Level 2
changes that do not impact PCATs or Non-FCC Tech Pubs, a comments link will be provided
within the notification for comments.

Qwest must provide initial notification of Level 2 changes at least twenty-one (21) calendar days
prior to implementation and adhere to the following comment cycle:

.
I

CLECs have seven (7) calendar days following initial notification of the change to provide
written comments on the notification.
Qwest will reply to CLEC comments no later than seven (7) calendar days following the
CLEC eat-off  for comments. The Qwest reply wi l l  also include conf irmation of  the
implementation date. In the event there are extenuating circumstances, (e.g., requested
change requires significant research, information is required from national standards body
or industry (e.g., Telcordia)), Qwest's response will indicate the course Of action Qwest is
taking and Qwest will provide additional information when available. Once the information is
available, Qwest will provide a notification and any available updated documentation (e.g.,
Tech Pubs, PCATs) at least seven (7) calendar days prior to implementation. If  Qwest

I

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including appiication-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the rems "inciude(s)" and "including" mean "including, but not
limited to."
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•

extends the comment response period, Qwest will present an update on the response at
each Monthly CMP ProducVProcess Meeting until final notification is distributed.
Qwest wi l l  implement no sooner than twenty-one (21) calendar days f rom the ini t ial
notification.

CLECs may provide General comments regarding the change (e.g., clarification, request for
modification, request to change the disposition level of a noticed change). Comments must be
provided during the comments cycle as outlined for level 2 changes.

If a CLEC requests to change the disposition level of a noticed change, CLECs and Qwest will
discuss such requests at the next Monthly CMP Product/Process Meeting. in the event that
timing doesn't allow for discussion at the upcomingMonthly CMP Product/process Meeting,
Qwest will call a special ad hoc meeting to address the request. If the parties are not able to
reach agreement on any such request, CLECs and Qwest will take a vote in accordance with
Section 17.0. The result will be determined by the Majority. If the disposition level of a change
is modif ied, from the date of the modif ication forward, such change will proceed under the
modified level with notifications and timelines agreed to by the participants.

I

For general comments, Qwest will respond to comments and provide a final notification of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest PCATs
and Non-FCC Tech Pubs to CLECs and implement the change(s) according to the timeframes
put forth above. If there are no CLEC comments, a final notification will not be provided and
the changes will be effective according to the date provided in the original notification.

If  the CLECs do hot accept Qwest's response, any CLEC may elect to escalate or pursue
dispute resolution in accordance with the agreed upon CMP Escalation Process or Dispute
Resolution Process. (See Sections 14.0 and 15.0)

5.4.4 LeveI 3Changes

Level 3 changes are def ined as changes that have moderate ef fect on CLEC operating
procedures and require more lead-time before implementation than Level 2 changes. Qwest
will provide initial notification of Level 3 changes at least thirty-one (31) calendar days prior to
implementation.

Level 3 Change Categories are:

| •

•

NCINCI code changes
Adding of new features to existing products (excluding resale)
Customer-facing Center hours and holiday schedule changes
Modify/change existing manual process

Note: Throughout this document, ass Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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•

•

Expanding the availabil i ty and applicabil i ty or functionality of an existing product or existing
feature (excluding resale)
Regulatory Orders that  mandate a product /process change to be ef fect ive in twenty-one
(21) days or more

For any change that Qwest considers a Level 3 change that does not specif ical ly f i t  into one of
the categories l isted above, Qwest shall issue a Level 3 notif ication.

5.4.4.1 Level 3 ProcessIDeliverables

For Level 3 changes, Qwest wil l  provide a noti f ication to CLECs. Level 3 noti f ications wil l  state
the disposit ion level 3, descript ion of change, proposed implementation date, and CLEC/Qwest
comment cycle t imeframes. Level  3 not i f icat ions wi l l  only include Level  3 changes and any
dependent  Level  1  and Level  2  changes.  Level  3  not i f i ca t i ons  o f  Tech Pub changes m ay
include notif ication of any Level 1, Level 2 and Level 3 change.

For a Level  3 not i f icat ion that  Qwest  bel ieves should fal l  under a di f ferent  Level ,  Qwest  wi l l
propose the Level under which i t  bel ieves that change should be processed. CLECs and Qwest
wi l l  discuss the proposal in the next Monthly CMP ProducVProcess Meeting. In addit ion to the
not i f icat ion,  any documentat ion changes required to PCATs and Non-FCC Tech Pubs wi l l  be
red- l i ned and avai l ab le for  rev iew in  the Docum ent  Rev iew sect i on of  the CMP W eb s i te,
http://www.c1west.comlwholesale/cmp/review.htm1,  commonly known as the Document  Review
site. in the Document Review si te, a comment button wi l l  be avai lable next to the document to
al low CLECs to provide wri t ten comments.  For Level  3 changes that do not impact PCATs or
Non-FCC Tech pubs, a l ink wil l be provided within the notif ication for comments.

Qwest will provide initial notification of Level 3 changes at least thirty-one (31) calendar days
prior to implementation and adhere to the following comment cycle:

• CLECs have fifteen (15) calendar days following initial notification of the change to provide
written comments on the notification
Qwest will reply to CLEC comments no later than fifteen (15) calendar days following the
CLEC cut-off  for comments. The Qwest reply wi l l  also include conf irmation of  the
implementation date. In the event there are extenuating circumstances, (e.g., requested
change requires significant research, information is required from national standards body
or industry (e.g., Telcordia)), Qwest's response will indicate the course of action Qwest is
taking and Qwest will provide additional information when available. Once the information is
available, Qwest will provide a notification and any available updated documentation (e.g.,
Tech Pubs, PCATs) at least fifteen (15) calendar days prior to implementation. If Qwest
extends the comment response period, Qwest will present an update on the response at
each Monthly CMP Product/Process Meeting until final notification is distributed.

q

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users '

Note: Throughout this document, the rems "include(s)" and "including" mean 'including, but not
limited to."

I
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• Qwest will implement no sooner than fifteen (15) calendar days after providing the response
to CLEC comments; For example, if there are no CLEC comments, Qwest may send out a
final notification on the first day following the CLEC cut-off for comments (day 16 after the
initial notif ication).. Thus, implementation would be thirty-one (31) days from the initial
notification. However, if Qwest does not respond to the CLEC comments until the t 5th day
after the CLEC cut-off for comments, the earliest possible implementation date would be
forty-five (45) calendar days from the initial notification.

CLEC comments must be provided during the comment cycle as outlined for Level 3 changes.
Comments may be one of the following:

General comments regarding the change (e.g., clarification, request for modification)
Request to change disposition level of a noticed change
o If the request is for a change to Level 4, the request must include substantive

information to warrant a change in disposition (e.g., business need, financial impact).
• A request to change disposition level to a Level 0, Level 1 or Level 2 is notrequired to

include substantive information to warrant a change. .
Request for postponement of implementation date, or effective date

For general comments, Qwest will respond to comments and provide a final notification of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest PCATs
and Non-FCC Tech Pubs available to CLECs and implement the change(s) according to the
timeframes put forth above.

CLECs and Qwest will discuss requests to change the disposition level of notified changes at
the next Monthly CMP Product/Process Meeting. in the event that timing doesn't allow for
discussion at the upcoming Monthly CMP Product/Process Meeting, Qwest will call a special ad
hoc meeting to address the request. If the parties are not able to reach agreement on any such
request, CLECs and Qwest will take a vote in accordance with Section 17.0. The result will be
determined by the Majority. If the disposition level of a change is moditled, from the date of the
modification forward, such change will proceed under the modified level with notifications and

disposition level is changed to a Level 1, Qwest will provide a Level 1
timelines agreed to by the participants. Except that within f ive (5) business days after the

notification.

For a request for postponement of a Level 3 change, Qwest will follow the procedures as
outlined in Section 5.5 of this document.

If  the CLECs do not accept Qwest's response, any CLEC may elect to escalate or pursue
dispute resolution in accordance with the agreed upon CMP Escalation or Dispute Resolution
procedures. (See Sections 14.0 and 15.0) _

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or aHect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "inciude(s)" and "including" mean "including, but not
limited to."
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5.4.5

Level 4 changes are defined as changes that have a major effect on existing CLEC operating
procedures or that require the development of new procedures. Level 4 changes will be
originated using the CMP CR process and provide CLECs an opportunity to have input into the
development of the change prior to implementation.

Level 4 Change Categories are:

» New products, features, services (excluding resale)
• Increase to an interval in Qwest's Service Interval Guide (SIG)
• Changes to CMP .
• New PCAT/Tech Pub for new processes
• New manual process .
• Limiting the availability and applicability or functionality of an existing product or existing

feature
Addition of a required field on a foml excluding mechanized forms that are changed through
an OSS interface CR (See Section 5.1 )

For any noticed change that Qwest considers a Level 4 change that does not specifically fit into
one of the categories listed above, Qwest shall issue a Level 3 notification with an indication in
the notification that Qwest believes the change should be a Level 4 change.

5.4.5.1

Qwest will submit a completed Change Request no later than fourteen (14) calendar days prior
to the Monthly CMP Product/Process Meeting. At a minimum, each Change Request will
includethe following information:

¢ A description of the proposed change
» A proposed implementation date (if known)
• Indication of the reason for change (e.g., regulatory mandate)
• Basis for disposition of Level 4

within two (2) business days from receipt of the CR:

| The Qwest CMP Manager assigns a CR Number and logs the CR i.nto the CMP Database
» The Qwest CMP Manager sends acknowledgment of receipt to the CR originator and

updates the CMP Database

within two (2) business days after acknowledgement:

• The Qwest CMP Manager posts the detailed CR report to the CMP Web site

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms 'include(s)" and "including" mean "including, but not
limited to."
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• The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the
appropriate Director responsible for the CR
The CRPM identifies the CR Subject Matter Expert (SME) and the SME's Director.
The CRPM will provide a copy of the detailed CR report to the CR originator which includes
the following information:
» Description Of CR
» Assigned CRPM
» Assigned CR number
• Designated Qwest SME(s) and associated director(s)
• Status of the CR (e.g., Submitted)

Qwest will present the Change Request at the Monthly CMP Product/Process Meeting. The
purpose of the presentation will be to:

• Clarify the proposal with the CLECs
• Confirm the disposition level of the Change (see below).
• Propose suggested input approach (e.g., a 2 hour meeting, 4 meetings over a two week

period, etc.), and obtain agreement for input approach
» Confirm deadline, if change is mandated
• Provide proposed implementation date, if applicable

At the Monthly CMP Product/Process Meeting, the parties will discuss whether to treat the
Change Request as a Level 4 change. If  the parties agree, the Change Request wil l be
reclassif ied as a Level 0, 1, 2 or 3 change, and the change will follow the process set forth
above for Level 0, 1, 2, or 3 changes, as applicable. If the parties do not agree to reclassify the
Change Request as a. Level 0, 1, 2 or 3 change, the following process will apply:

I

•

•

•

The parties will .develop a process for Qwest to obtain CLEC input into the proposed
change. Examples of  processes for input include, but are not l imited to, one-day
conferences, multi-day conferences, or written comment cycles.
After completion of the input cycle, as defined during the Monthly CMP Product/Process
Meeting, Qwest will modify the CR, if necessary, and design the solution considering all
CLEC input.
For Level 4 changes, when the solution is designed and all documentation is available for
review, a notification of the planned change is provided to the CLECs. Level 4 notifications
will only include Level 4 changes and any dependent Level 1, Level 2 changes, and Level 3
changes. Level 4 notifications of Tech Pub changes may include notification of any Level 1,
Level 2, Level 3, and Level 4 change. This notification will be provided at least thirty one
(31) calendar days prior to implementation. The notMcation will contain reference to the
original CR, proposed implementation date, and the CLEC/Qwest comment cycle. in
addition, any documentation changes required to PCATs and Non-FCC Tech Pubs will be

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited tO."
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•

•

red- l ined and avai lable for  review in the Docum ent  Review s i te wi th a Com m ent  but ton
avai lable to provide wri t ten comments.  For Level  4 changes that  do not  impact PCATs or
Non-FCC Tech Pubs, a comments l ink wil l be provided within the notif ication.
CLECs have f i f teen (15)  calendar  days fo l lowing not i f i cat ion of  the p lanned change to
provide written comments on the notification
Qwest wi l l  reply to CLEC comments no later than f i f teen (15) calendar days fol lowing the
CLEC cut -o f f  f o r  com m ents . The Q wes t  r ep l y  w i l l  a l so  i nc l ude con f i rm at i on  o f  t he
implementat ion date.  In the event  there are extenuat ing ci rcumstances,  (e.g. ,  requested
change requires signif icant research, information is required from national standards body
or industry (e.g.,  Telcordia)),  Qwest 's response wi l l  indicate the course of act ion Qwest is
taking and Qwest wil l  provide additional information when available. Once the information is
avai lable Qwest wi l l  provide a not i f icat ion and any avai lable updated documentat ion (e.g.,
Tech Pubs, PCATs) at  least  f i f teen (15) calendar days pr ior to implementat ion. I f  Qwest
extends the comment  response per iod,  Qwest  wi l l  present  an update on the response at
each Monthly CMP Product/Process Meeting until f inal notification is distributed.
Qwest wil l  implement no sooner than fifteen (15) calendar days after providing the response
to CLEC comments. For example, i f  there are no CLEC Comments, Qwest may send out a
f inal noti f ication on the f irst day fol lowing the CLEC cut-off for comments (day 16 after the
initial notification). Thus,  im plem entat ion would be th i r ty  one (31)  days f rom  the in i t ia l
noti f icat ion. However, i f  Qwest does not respond to the CLEC comments unti l  the 15th day
after the CLEC cut-of f  for comments,  the ear l iest  possible implementat ion date would be
forty five (45) calendar days from the initial notification.

CLEC comments must  be provided dur ing the comment  cycle as out l ined for  Level  4.  CLEC
comments may be one of the fol lowing:

I

l

•

•

General comments regarding the change (e.g., clarification, request for modification)
Request for postponement of implementation, or effective date for which comments are
being provided.

For general comments, Qwest will respond to comments and provide a final notification of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest PCATs
and Non-FCC Tech Pubs available to CLECs and implement the change(s) according to the
timeframes put forth above.

For  a request  for  postponem ent  of  a Level  4 change,  Qwest  wi l l  fo l low the procedures as
outlined in Section 5.5 of this document.

I f  the CLECs do not  accept  Qwest 's  response,  any CLEC m ay elect  to escalate the CR or
pursue the Dispute ResolutiOn Process in accordance with Section 15.0.

Q

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited tO."
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5.5 Postponement and Arbitration of a ProductlProcess Change

A CLEC may request that Qwest postpone the implementation of a Qwest-originated or CLEC-
originated product/process change in accordance with this section.

5.5.1 Timeframe for Request for Postponement

A CLEC invokes the Postponement Process in accordance with the conditions and timeframes
specified below:

5.5.1.1 Qwest-Originated Product /Process Changes

For Qwest-originated Level 3 or Level 4 producVprocess changes, if a CLEC intends to invoke
the postponement process, it must do so during the final CLEC comment period.

If, however, in its response to CLEC comments Qwest revises the proposed change and that
revision materially impacts a CLEC, a CLEC may invoke the postponement process within five
(5) business days after the issuance of Qwest's final notification of the change.

5.5.1.2 CLEC-Originated ProductJProcess Changes

For CLEC-originated product/process changes, if a CLEC intends to invoke the postponement
process, it must do so during the CLEC comment period applicable to the notification called for
in Section 5.3.1 .

If, however, in its response to CLEC comments Qwest revises the proposed change and that
revision materially impacts a CLEC, a CLEC may invoke the postponement process within five
(5) business days after the issuance of Qwest's final notification of the change.

5.5.1.3 A CLEC may Join or Oppose a Postponement Request

A CLEC may only join or oppose a postponement request if  it submits a request to join or
oppose the postponement request within two (2) business days after the issuance date of
Qwest's notification to the CLECs that a postponement request has been received by Qwest.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
applieation interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair. and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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5.5.2 Process for initiating a Postponement Request

5.5.2.1 CLEC initiates Postponement Request by E-mail

A request for postponement, a request to join a postponement request or opposition to a
postponement request must be sent to the Qwest CMP Postponement e-mai l  address
(cmDesc@owest.com).

•

•

C

CLEC Company Name
POSTPONEMENT
Change Request (CR) number or Noti f ication Subject Line and Noti f ication Date as
appropriate

_

The subject line of the request must include:

5.5.2.1.1

A CLEC may request that Qwest postpone implementation of all or part of the proposed change
until the issue is resolved in CMP or until the dispute is resolved pursuant to the Dispute
Resolution Process (Section 15.0). in its request for postponement, whether initiating or joining
a postponement request, a CLEC shall provide the following information, if relevant:

The basis for the request for a postponement,
• The extent of the postponement requested, including the portions of the proposed change

to be .postponed and length of requested postponement,
» The harm that the CLEC will suffer if the proposed change is not postponed, including the

business impact on the CLEC if the proposed change is not postponed, and
• Whether and how the CLEC alleges that the proposed change violates its interconnection

agreement(s) or any applicable commission rules or any applicable law.

Required Content for Request for Postponement

5.5.2.1 .2 Additional Requirement for Request for Postponement Arising from Revision

If a CLEC requests a postponement because Qwest's response to CLEC comments includes a
revision of the proposed change and that revision materially impacts a CLEC, such a request
must contain a description of why Qwest's response affects the CLEC in a new or different way
than the proposed change initially affected the CLEC, along with the information that would
have been required if the CLEC submitted a request for postponement in its comments.

5.5.2.1.3 Opposition to a Postponement Request

i f  a CLEC wishes to oppose a postponement request, i t  must submit i ts opposit ion to a
postponement request within the same time period that CLECs have to join a postponement

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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request. Any opposition to a postponement request must include information responsive to the
assertions made by the CLEC seeking postponement as called for in Section 5.5.2.1.1. For
example, under Section 5.5.2.1.1, CLEC(s) seeking postponement must describe the harm it
will suffer if the change is not postponed. In response to this assertion, a CLEC opposing a
postponement request will state the harm it would suffer if Qwest does postpone the change.

5.5.2.2 Qwest will Work to Resolve CLEC Concerns

Following the receipt of a postponement request, Qwest will proactively work with the objecting
CLEC(s) to resolve the concerns of the CLEC(s).

5.5.2.3 Qwest Acknowledges Receipt of Request and Notifies CLECs

W ithin two (2) business days af ter receipt  of  the postponement request ,  Qwest  wi l l
acknowledge receipt of the postponement request or the request to join the postponement with
an acknowledgment email to the originator of the request. If the request does not contain the
relevant information, as specified in Section 5.5.2.1.1, Qwest will notify the CLEC by the close
of business on the following day, identifying and requesting information that was not originally
included. When the postponement e-mail is complete, the acknowledgment e-mail will include:

_

• Date and time of receipt of postponement request
Date and time of acknowledgment e-mail
Qwest wil l  give notif ication and post the postponement red best and any associated
responses on the CMP Web site within three (3) business days after receipt of the complete
request or response.

5.5.3 Qwest's Determination of Postponement Request

The standard set forth in this section applies only to Qwest's postponement determination
under this section and the arbitrator's determination under Section 5.5.4.5 and has no bearing
on the standard applicable to any other review or determination.

5.5.3.1 Standard for Determining whether to Postpone.

Qwest will postpone the implementation of the proposed change whenever Qwest reasonably
determines that postponing the proposed change wil l  prevent more harm or cost to the
requesting and any joining CLECs than postponing the proposed change imposes harm or cost
upon Qwest  or any CLECs who oppose the postponement.  Qwest  wi l l  postpone the
implementation of the proposed change if it is inconsistent with a requesting or joining CLEC's
interconnection agreement, applicable commission rule or law.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
appiication interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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Qwest wi l l  not postpone the implementat ion of  the proposed change whenever Qwest
reasonably determines that postponing the proposed change will impose more harm or cost
upon Qwest or any CLECs who oppose the postponement than postponing the proposed
change wil l  prevent harm or cost to the CLECs supporting the postponement. Qwest wil l
provide in its response notification that the proposed change will not be postponed.

5.5.3.2 Qwest's Response to Request for Postponement

interconnection

If Qwest decides to postpone the proposed change, it will provide the following information in its
response:

» The time period (not less than thirty (30) calendar days) for which the proposed change will
be postponed,

» The CLECs for which the proposed change will be postponed, and
• Any other details of the postponement, including the portions of the proposed change to be

postponed and the length of the postponement.

If Qwest decides not to postpone the proposed change, it will provide in its response:

• The reason the requested postponement is not being implemented,
» An explanation of the harm and cost evaluation, and
• How Qwest  a l l eges that  the proposed change i s consistent  wi th

agreement(s) or any applicable commission rules or any applicable law.

lfQwest does not grant the requested postponement, Qwest will not implement the objected-to
proposed change for at least thirty (30) calendar days following notMcation to CLECs that
Qwest will not postpone the proposed change.

5.5.3.3 30-day Postponement if Request is Denied

5.5.4 Optional Arbitration Process for Interim Postponement of Disputed Changes
while Dispute Resolution Proceeds

If Qwest does hot postpone a proposed change and a CLEC has initiated Dispute Resolution
proceedings (Section 15.0) with regard to the proposed change, the CLEC has the option to
request a neutral arbitrator to determine whether Qwest must postpone implementation of that
proposed change. This optional arbitration provides interim relief only and is limited to the
question of whether Qwest must postpone implementation of the proposed change until the
dispute or the postponement request is resolved under the Dispute Resolution process. The
arbitrator's decision will have application in all of the states where the CLEC initiates Dispute
Resolution proceedings on the issue. As decisions on the dispute or the postponement

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document. the terms "include(s)" and "including" mean "including, but not
limited to."
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request are made in each State, such decisions wil l  supersede the determination of  the
arbitrator for that state.

All references in Section 5.5.4 (including al!  subsections) to "CLEC" and "CLECs" include all
CLECs who have submitted or joined requests for postponement of  a proposed change,
initiated Dispute Resolution proceedings and seek arbitration for the interim postponement of
the same proposed change. There may be multiple CLECs seeking postponement of the same
proposed change in any given state. Such CLECs wil l , to the greatest extent possible,
cooperate with one another to select a single arbitrator to address the issue of  interim
postponement for a given state. In the event that one or more CLECs have initiated Dispute
Resolution proceedings on the issue of interim postponement of the same proposed change in
multiple states, such CLECs may agree to the use of a single arbitrator to address such issue
for all such states.

References in Section 5.5.4 (including all subsections) to "parties" will include Qwest and all
CLECswho have submitted or joined requests for postponement of  the same proposed
change, ini t iated Dispute Resolut ion proceedings and seek arbi trat ion for the interim
postponement of that proposed change. However, the reference to "all parties" in Section
5.5.4.1.1 means Qwest and all CLECs in CMP who have received proper notif ication, in
accordance with Section 3.0, about selection of individuals for the Agreed Arbitrators List and
participated in the selection discussions.

This optional arbitration process set forth below does not apply to any proceeding before a
regulatory or other authority.

5.5.4.1 Selection of Arbitrator

If a CLEC chooses arbitration under this section, the parties shall select a neutral arbitrator by
agreeing to an individual or by following the processes set forth below to select an arbitrator
from an alterative dispute resolution organization.

5.5.4.1.1 Agreed Arbitrators List

Qwest and the CLECs may, by mutual agreement, develop. a list of individual arbitrators to
which all parties agree as an additional source for selection of a neutral arbitrator (Agreed
Arbitrators List). Names of arbitrators may be added to the list at any time upon agreement of
all parties. Qwest or any CLEC may strike an individual arbitrator from the Agreed Arbitrators
List at any time, except that Qwest or any CLEC may not strike an arbitrator from the list while
an arbitration initiated under this provision is pending before that arbitrator. If a CLEC chooses

' a name from the Agreed Arbitrators List, that individual will be the arbitrator.
¢

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services)providedby CLECs to their end users .

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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5.5.4.1.2 Alternative Dispute Resolution Organization

t

I

If a CLEC does not choose an individual arbitrator from the Agreed Arbitrators List, or if Qwest
and CLECs do not otherwise agree on an individual arbitrator, then Qwest and the CLEC shall
select a neutral arbitrator from any of the following pursuant to the process .set forth below:
Judicial Arbiter Group (JAG), American Arbitration Association (AAA), JAMS, or any other
mutually agreeable alterative dispute resolution organization. Within two (2) business days
after receipt of Qwest's acknowledgment e-mail, the CLEC shall advise the alternative dispute
resolution organization and Qwest of the identity of the parties and the nature of the dispute
and the CLEC shall acquire from JAG, AAA, JAMS, or other alternative dispute resolution
organization as to which agreement is reached,.a list of 5 potential arbitrators who have no
apparent conf l ict  of  interest or any ci rcumstances l ikely to af fect their impart ial i ty or
independence and who have experience in handling general commercial disputes, along with a
brief summary of each potential arbitrator's relevant background and experience. The CLEC
shall forward the list to the specified Qwest contact as soon as practicable after it receives the
list, along with the identity of the two of the five potential arbitrators the CLEC wishes to strike
from the list. Within one business day after receipt of the list and indication of the potential
arbitrators the CLEC has stricken, Qwest wil l  respond to the CLEC contact with the two
additional names Qwest wishes to strike from the list.

5.5.4.2 Initiating Postponement Arbitration

A CLEC initiates arbitration for interim postponement of Qwest's implementation of a proposed
change under this provision by sending an e-mail to Qwest at cmpesc@qwest.com. The e~mail
must include, at a minimum, the following:

• includes "Postponement" and the CR [insert number]Subject line that or Notification
Subject Line .
The CLEC's contact person for matters relating to the postponement arbitration and method
of communication (e.g., email address or-facsimile number)
A statement that the CLEC desires to have a neutral arbitrator decide whether Qwestmust
postpone implementation of the change until the request for postponement is decided by
the regulatory or other authority
A copy of the documents that the CLEC filed with the Regulatory or other authority to initiate
the dispute resolution
The identity of the alternative dispute resolution organization or
CLEC proposes to use

individual arbitrator the

Q

Within two (2) business days after receipt of the Request for Postponement Arbitration, Qwest
shal l  respond with an e-mai l  acknowledging receipt of  the Request for Postponement
Arbitration. The e-mail must include, at a minimum, the following:

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to theirendusers

Note; Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited tO."
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A subject line that includes "Acknowledgment of Request for Postponement" and the CR
[insert number] or Notification Subject Line
Qwest's contact person for matters relating to the postponement arbitration and method of
communication (e.g., e-mail address or facsimile number)
If the Request for Postponement Arbitration identif ies an alternative dispute resolution
organization other than those listed in Section 5.5.4.1 .2 or individual other than those on the
Agreed Arbitrators List, Qwest's acknowledgment will state whether it agrees to the use of
that alternative dispute resolution organization or individual arbitrator and, if it does not
agree, Qwest will identify an organization or individual arbitrator that appears on the Agreed
Arbitrator List that it agrees to use.

Qwest and the CLEC shall communicate with one another regarding matters relating to the
postponement arbitration through the contact person and by the method of communication
designated in accordance with the process set forth above.

5.5.4.3 No Unilateral Communication with Arbitrator or Potential Arbitrator

Neither Qwest nor the CLEC, and no person acting on behalf of either Qwest or the CLEC, shall
communicate unilaterally coneeming the arbitration with the arbitrator or any potential arbitrator.

5.5.4.4 Scope of Authority of the Arbitrator

The arbitrator shall decide only the issue of whether Qwest must postpone implementation of
the change. The arbitrator shall not have authority to award any damages or make any other
determination outside this scope.

If the CLEC has initiated dispute resolution with regard to the same change in more than one
state, a single arbitrator can decide the postponement issue for at!  states in which the CLEC
has initiated dispute resolution proceedings regarding the same issue.

This arbitration option is not an exclusive remedy and does not preclude any CLEC from using
appropriate state commission procedures, expedited or othenuise, to raise issues or seek a
postponement.

5.5.4.5 Arbitrator'.s Decision

The arbitrator shall decide the issue upon written submissions. The CLEC and Qwest both
shall submit their position statements to the arbitrator and to each Other by e-mail or facsimile
within one business day from the date on which agreement regarding the identity of  the
arbitrator is reached. Q

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User InterfaceS). connectivity and system functions that support or affect the
pre~order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)' and "including" mean "including, but not
limited to."
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The arbitrator must provide his/her decision to Qwest and the CLECs within five (5) business
days after receipt of the parties' position statements. The arbitrator's decision must be in
writing, signed by the arbitrator, and must include a brief summary of the basis for the decision.

In determining whether Qwest must postpone implementation of a proposed change, the
arbitrator must apply the standards set forth in Section 5.5.3.1 .

The parties agree to abide by the arbitrator's decision regarding a postponement of
implementation in the state in which the decision applies until the decision expires. If the
arbitrator's decision applies to~more than one state, the decision will expire on a state by state
basis. Unless the parties agree otherwise, the arbitrator's decision expires in a state when the
first of any of the following occurs in that state:

• The regulatory or other authority from whom the CLEC has requested a postponement rules
on the postponement request, or

» The dispute resolution proceeding initiated by the CLEC regarding the proposed change is
dismissed, withdrawn, or otherwise concluded without a ruling on the CLEC's request for a
postponement, or

» Any regulatory or other authority orders otherwise at the request of Qwest or the CLEC.

The arbitrator's decision regarding postponement of implementation is not binding precedent
and shall have no precedential or persuasive value. The parties shall not cite or present the
content of any arbitrator's decision as having precedential or persuasive value.

5.5.4.6

5.5.4.7

Each party shall bear the costs it incurs in preparing and presenting its own case. The party
against whom the issue is decided shall pay the costs for the arbitrator.

Qwest Wholesale Change Management Process Doeument -01 -30-06

Effect of Arbitrator's Decision

Arbitration Costs
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I 5.6 Comparability of Change Request Treatment

i
l

i

s

When a CLEC or Qwest submits a ProducUProcess CR in CMP, Sections 5.3 and 5.4,
respectively, are applicable. While the processes contained in these sections are not identical,
Qwest and the CLECs intend that the events and timeframes associated with Qwest and CLEC
Product/Process CRs will be the same in all material respects for CRs that are comparable.
Comparability of CRs is determined based on relative complexity, time for implementation and
other relevant factors. The parties agree to periodically assess the time required to complete
comparable CRs. To facilitate this assessment, QweSt will document the amount of time it
takes to evaluate a Qwest originated Product/Process CR prior to CR submission to compare to

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (fowl exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to,"

|
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the documented time it takes to evaluate a CLEC Product/Process CR. Evaluation time for
Qwest Product/Process CRs shall include only activities similar to those Qwest performs for a
CLEC originated Product!Proeess CR after CR submission until Qwest issues its final response.

5.7

During the operat ion of  this CMP, there may be si tuat ions when systems CRs hav e
requirements for product/process discussions or solutions, or when product/process CRs
require System solutions. These crossover CR situations exist in three basic categories:

Category A. i f  a CR submit ted to the product/process CMP is discovered to require a
Mechanized solution the following will occur:
» Qwest will open a new systems CR, on behalf of the original CR originator,

with a reference to the product/process CR number .
» Qwest will close the product/process CR with a reference to the new systems

CR number
» The new systems CR wi l l  comply  wi th the CMP OSS Inter f ace CR

process(See Section 5.1 )

Crossover Change Requests ;
I

Category B. If a CR submitted to the Systems CMP is discovered to require a manual solution
the following will occur:
v Qwest wi l l  open a product  process CR, on behal f  of  the or iginal  CR

originator, with a reference to the systems CR number,
• Qwest will close the systems CR with a reference to the new product/process

CR number.
This CR will comply with the CMP product/process CR process.

Category C. If  a CR submitted to the Systems CMP is discovered to require an interim
manual solution, the CR will be tracked as a systems CR for the length of the CR
lifecycle including the development and implementation. of both the interim
manual and final mechanized solutions. in these situations, Qwest will open a
second systems CR with the same number as the original CR and a "MN" Suffix.

E

I

The determination to close and .open CRS as described above will be made by the CMP body at
a Monthly CMP Product/Process Meeting.

If a CR becomes a crossover CR, Qwest may request an ad hoc clarification meeting with the
CR originator or request that a portion of the appropriate Monthly CMP Meeting be devoted to
discussing the CR. If a CR is closed in one CMP arena and opened in the other, the new CR
will retain the status, where feasible, and the date submitted of the old, "closed" CR. Under no
circumstances will the CR be restarted.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order. order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note; Throughout this document, the terms "include(s)"and"including" mean "including, but not
limited to."
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All  crossover CRS wil l  be dist inct ly labeled in the Monthly CMP Meeting distr ibution packages
and addressed as a separate i tem on the Monthly CMP Meet ing agenda.  Al l  crossover  CRs
( including those closed in Categor ies A and B)  wi l l  include the "x" designat ion ident i f ied in
Section 5.9. Al l  Regulatory and industry Guidel ine CRs wi l l  be submitted as systems CRs and
maintained in the Systems database unti l  closure, or unti l  they are deemed to require a manual
process solution, at which point they wil l become producVprocess CRs.

5.8 Change Request Status Codes

The following status codes will be applied to.Change Requests of all types (i.e.,. Regulatory,
Industry Guideline, Qwest Originated, CLEC Originated). The status of the CR will be included
in the interactive reports. CR status codes will not necessarily be assigned in the order set forth
below, and not every status code will apply to every CR.

• Submitted - A CR is updated to Submitted status when Qwest's CMP Manager has formally
acknowledged the CR. The CR remains in Submitted status until Qwest has conducted a
clarification meeting with the originator.

• ClarMcation - A CR is updated to Clarification status once the clarif ication meeting has
been held with the originator. .
Evaluation - A CR is updated to Evaluation status if the CR requires further investigation by
Qwest.

» Presented - A CR is updated to Presented status after the originator has presented it at the
Monthly CMP Meeting .

• Pending Prioritization - The Pending Prioritization status is only applicable to CRs for which
the impacted OSS Interface requires prioritization (e.g. MA). A CR is updated to Pending
Prioritization status after ithas been presented and is waiting for Prioritization.

» Prioritized - The Prioritized status is only applicable to CRs for which the impacted interface
is an OSS Interface that requires prioritization (e.g., MA). A CR is updated to Prioritized
status once it has been presented for prioritization and the Prioritization Process (Section
1021 has been completed. . .

• Packaged - A CR is updated to PaCkaged status from Prioritized status if it is included in
the packaging option chosen for the release. Design work is continued on change requests
that have been packaged. CRs not updated to Packaged status (from Prioritized status) will
revert to Pending Prioritization status.

» Development - A product/process CR is updated toa Development status when Qwest's
response requires development of a new or revised process. A systems CR is updated to
Development status when development begins for the next OSS Interface Release.

¢ CLEC Test - A CR is updated to the CLEC Test status upon the effective date of the
change. CLECs have the ability to evaluate the effectiveness of Qwest's change and its
implementation,' provide feedback, and indicate whether further action is required. Through

:

!

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local sewiees (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited tO."
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•

interaction between Qwest and the interested CLECs, a product/process Change as initially
implemented may undergo modification. Depending on the m agni tude of  such
modifications, it may be appropriate to return the CR to Development status. Problems
found with newly deployed Systems changes will be handled in accordance with Production
Support process as described in Section 12.0. Certain processes in Section 12.0 are also
applicable to producVprocess changes. If no further action is required for a consecutive 80
day period, the status is updated to Completed, unless the parties agree otherwise.
Completed - A CR is updated to Completed status when the CLECs and Qwest agree that
no further action is required to fulfill the requirements of the CR.
Denied -. A CR is updated to Denied status when Qwest denies the CR.
DefeaTed - A CR is updated to Deferred status if the originator does not intend to escalate or
dispute the CR at the present time, but wants the ability to activate or close. the CR at a later
date. . .
Pending Withdrawal - A CR is updated to a status of  Pending Withdrawal when the
originator requests that a CR be withdrawn from the CMP process. Change Requests with a
status of Pending Withdrawal are reviewed at the appropriate Monthly CMP Meeting to
determine if another party wishes to sponsor the CR.
Withdrawn - The CR receives a Withdrawn status when the CR originator requests that the
CR be Withdrawn from the CMP and the CR is not sponsored by another party.

5.9 Change Request Designations

l

I
i

In certain circumstances CR numbers will require special suffix designations to identify certain
characteristics. Suffixes include:

I

"CM" - Changes to the CMP framework
"DR" - Dispute Resolution Process invoked on a CR
"ES" - Escalation Process invoked on a CR
"EX" - Change being implemented utilizing the Exception process
"lG" - industry Guideline CR .
"MN" - CR for a manual workaround related to an OSS Interface Change Request
"RG" - Regulatory CR
"so" - Change being implemented as anSCRP request
"X" - Crossover CR

*

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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6.0 OSS INTERFACE RELEASE CALENDAR

Qwest will provide a rolling 12 month OSS interface Release calendar in the distribution
package of the first scheduled Monthly CMP Systems Meeting of each quarter. The calendar
will show Release schedules, for all OSS Interfaces within the scope of CMP starting in that
quarter and for a total of 12 months in the future; The following schedule entries will be made
available, when applicable:

» Name of OSS Interface .
Date for CMP CR Submission Cutoff (for prioritized OSS Interfaces)
Date for issuing Draft Release Notes
Date when Initial Notification for new OSS Interfaces will be issued

• Date when Initial Notification for OSS interface retirements will be issued
» Date when comparable functionality for OSS Interface retirements will be available
» Date for issuing initial or Draft Technical Specifications
• Comment cycle timeline
s Prioritization, packaging and commitment timeline (for prioritized OSS interfaces)
• Date for issuing Final Teehnical Specifications
• Testing period
• Date for issuing Final Release Notes
• Planned Release Production Date
• Release sunset dates (as applicable)

The OSS Interface Release calendar will be posted on the CMP Web site as a stand-alone
document.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applicatior\-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "inc:iude(s)' and "including" mean "including, but not
limited to."
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1.0 INTRODUCTION OF A NEW OSS INTERFACE

The process for introducing a new OSS interface will be part of this CMP. Introduction of a new
OSS Interface may include an application-to-application or a Graphical User interface (GUI).
W

It is recognized that the planning cycle for a new ass Interface, of any type, may be greater
Han the time originally allotted. In that case, discussions between CLECs and Qwest will be

held prior to the announcement of the new OSS Interface.

With a new OSS Interface, CLECs and Qwest may define the scope of functionality introduced
as part of the OSS interface.

1.1 Introduction of a New Application-to-Application Interface

At least two hundred and seventy (270) calendar days in advance of the planned Release
Production date of a new application-to-application interface, Qwest will issue a Release
Notification, post the Preliminary Interface Implementation Plan .on Qwest's Web site, and host
a design and development meeting.

1.1.1 Initial Release Notification

The Initial Release Notification will include:

Where practicable, the Release Announcement and Preliminary Interface Implementation
Plan will include: Proposed functionality of the OSS Interface including whether the OSS
Interface will replace an existing OSS interface
Proposed implementation timeline (e.g., milestone dates, CLEC/Qwest comment cycle)
Proposed meeting date to review the Preliminary interface Implementation Plan
Exceptions to industry guidelines/standards, if applicable
Planned Release Production Date

7.1.2 CLEC Comments to Initial Release Notification

i
l CLECs have fourteen (14) calendar days from the Initial Release Notification to provide written
g comments/questions on the documentation. CLECs may submit comments via the Qwest CMP
i comment Web site at httn://www.owest.com/wholesale/cmD/comment.htmL

g
I
i

7.1 .3 Qwest Response to CLEC Comments

1
I
l

l

Qwest will respond with written answers to all CLEC issues within twenty-one (21) calendar
days after the initial Release Notification.

I
I

L

8
I

1
l
Note: Throughout this document, OSS Interfaces are deaned as existing or new gateways (including application-to-
application interfaces and Graphieal User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note; Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to "

1
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1.1.4 Preliminary Implementation Plan Review Meeting

Qwest wil l  rev iew CLEC comments and the implementation schedule at the Prel iminary
implementation Plan Review Meeting no later than two hundred and forty-two (242) calendar
days prior to the Release Production Date.

7.1.5 Draft Interface Technical Specifieations

Qwest will issue a notification associated with draft interface Technical Specifications no later
than One hundred twenty (120) calendar days prior to implementing the Release. in addition,
Qwest wil l  conf irm the schedule for the walk through of  Technical Specif ications, CLEC
comments, and Qwest response cycle.

The-Draft Interface Technical Specification notification will induce:

•

•

•

•

•

•

•

Purpose
Logistical information (including a conference line) for walk through
Reference to draft Technical Specifications, or Web site
Additional pertinent material
CLEC Comment/Qwest Response cycle
Draft connectivity and firewall rules
Draft Test Plan

7.1.6 Walk Through of Draft Interface Technical Specifications

Qwest will sponsor a walk through, including the appropriate internal Subject Matter Experts
(SMEs), between one-hundred and ten (110) calendar days prior to Release Produetion and
one hundred and six (106) calendar days prior to the Release Production Date. A walk through
will afford CLEC SMEs the opportunity to ask questions and discuss specific requirements with
Qwest's technical team and will take as much of this period as is necessary to address CLECs'
questions. CLECs are encouraged to invite their technical experts, systems architects, and
designers, to attend the walk through.

Qwest will lead the review of Draft interface Technical SpecMcations. Qwest technical experts
will answer the CLEC SMEs' questions. Qwest will capture action items such as requests for
further clarification. Qwest will follow-up on all action items.

1.1.7 CLEC Comments on Draft Interface Teehnical Specifieations

I f  the CLEC ident i f ies issues or requi res c lar i f i cat ion,  the CLEC must  send wr i t ten
comments/concerns to Qwest no later than one-hundred and four (104) calendar days price to

Note; Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."

i
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the Release Production Date. CLECs may submit comments via the Qwest CMP comment Web
site at htto:/lwvwv.owest.com/wholesale/cmp/comment.html.

7.1.8 Qwest Response to CLEC Comments

Qwest will review and respond with written answers to all CLEC issues, comments/concerns
and action items captured at the walk through, no later than one hundred (100) calendar days
prior to the Release Production Date. The answers will be shared with all CLECs, unless the
CLECs question(s) are marked proprietary. Any changes that may occur as a result of the
responses will be distributed to all CLECs in the Final interface Technical Specif ications
notification. The Final Interface Technical Specifieations notification will include the description
of any change(s) made as a result of CLEC comments. The change(s) will be reflected in the
final Technical Specifications.

7.1.9 Final Interface Technical Specifications

Generally, no later than one hundred (100) calendar days plier to the Release Production Date
of the new OSS Interface, Qwest will issue the Final Technical Specifications to CLECs via
Web site posting and a CLEC notification.

The Final interface Technical Specifications notification will include:

•

Summary of  changes f rom Qwest response to CLEC comments on Draf t Technical
Specifications
If applicable, indication of type of change (e.g., documentation change, business rule
change, clarification change)

» Purpose .
• Reference to Final Technical Specifications, or Web site
• Additional pertinent material
• Final Connectivity and Firewall Rules
• Final Test Plan (including Joint Testing Period)
» Final Release Production Date
» Qwest response to CLEC comments

The implementation timeline for the Release will not begin until Final Interface Technical
Specifications are provided. Production Support type changes within the thirty (30) calendar
day test window can occur without advance notification but will be posted within twenty four (24)
hours of the change.

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: 1Tlroughout thisdocument,the terms "include(s)" and "including" mean "including, but not
limited to."
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7.2 Introduction of a New GUI

7.2.1 Initial Release Notification

Qwest will issue an Initial Release Notif ication no later than forty-five (45) calendar days in
advance of the Release Production Date. This will include: .

•

•

•

Proposed functionality of the OSS Interface including whether the new ass lnterfaee will
replace an existing OSS Interface.
implementation timeline (e.g., milestone dates, CLEC/Qwest comment cycle, GUI overview
meeting date)
Release Production Date
Logistics for GUI Overview Meeting

7.2.2 Draft Release Notes

Qwest will issue a Draft Release Notes notification no later than tvventyeight (28) calendar days
in advance of  the planned Release Production Date of  a new Gul. At a minimum, the
notification will include:

•

•

Draft User Guide
How and When Training will be administered

7.2.3 GUI Overview Meeting

The GUI Overview meeting will be held no later than twenty-seven (27) calendar days prior to
the Release Production Date. At the meeting, Qwest will present an overview of the new OSS
interface.

1.2.4 CLEC Comments

At least twenty-five (25) calendar days prior to the Release. Production Date. CLECs must
forward their written comments and concerns to Qwest. CLECs may submit comments via the
Qwest CMP comment Web site at htto://www.Qwest.com/wholesalelcmo/comment.html.

1.2.5 Qwest Response to CLEC Comments

Qwest will consider CLEC comments and respond with written answers as part of the Final
Notification. .

4

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application intedaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, theterms"include(s)"and"including" mean "including, but not
limited to."

K

1
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7.2.8 Final Release Notes

Qwest will issue Final Release Notes notification no later than twenty-one (21) calendar days
prior to the Release Production date. The notification will include:

» A summary of changes from the Draft Release Notes notification, including type of changes
(e.g., documentation change, clarification, business rule change).

» Final User Guide
• Final Training information
• Final Release Production Date.
• Qwest response to CLEC comments

I

I

i

i

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including appiication-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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8.0 CHANGE TO AN EXISTING ass INTERFACE

The process for changing an existing ass lnterfaee will be part of this CMP. Changes to an
existing OSS Interface may include an application-to-application or a Graphical User interface
(GUI).

It is recognized that the planning cycle for a change to an OSS Interface, of any type, may be
greater than the time originally allotted and that discussions between CLECs and Qwest may be
held prior to the announcement of the Change to the ass interface.

With a change to an ass Interface, CLECs and Qwest may define the scope of functionality
introduced as part of the OSS Interface.

Qwest standard operating practice is to implement three Major Releases and three Point
Releases (for MA only) within a calendar year. Unless mandated as a Regulatory Change,
Qwest will implement no more than four (4) Releases per MA OSS Interface requiring coding
changes to the CLEC interfaces Within a calendar year. Unless mandated as a Regulatory
Change, the Major Release changes will occur. no less than seventy-five (75) calendar days
apart. /

At a Monthly CMP Systems Meeting in the fourth quarter of each year, Qwest will communicate
to the CLECs the Major Release schedule and hourly capacity of each release for the next
calendar year. Qwest will subsequently issue a notification containing the same information.
Qwest will attempt to provide this information prior to any prioritization scheduled during the
fourth quarter. `

Application-to-Application OSS Interface

Qwest will support the previous Major Release of Interconnect Mediated Access (MA) EDI for
one hundred eighty (180) calendar days after the subsequent Major Release of MA EDI has
been implemented. In the event that MA EDI major releases are implemented more than six
(6) months apart, any CLEC desiring to delay retirement of the previous release should submit
a CR requesting the delay. Qwest will review and grant the retirement delay up until sixty (60)
days after the Release Production Date of the next Major Release, however, Qwest will
maintain no more than three (3) Major Releases of MA EDI in production at any time. Qwest
may retire the eMended release before theextension expires when all CLECs have migrated off
the extended release, but no earlier than five (5) business days after the last scheduled CLEC
migration from the extended release. CLECs who do not successfully migrate from the retiring
release, must contact their Qwest EDI Implementation Team immediately to schedule a new
migration. Any such new migration shall not be rescheduled beyond the sixty (60) day

Note: Throughout this document, ass Interfaces are defined as existing or new gateways (including application-to-

pre-order, order provisioning, maintenance and repair, and billing capabilities for local services (local exchange
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the

services) provided by CLECS tO their end users
Note: Throughout this document, the terms "inciude(s)" and "including"mean"including, but not
limited to."
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retirement delay. (A timeline illustrating the operation of this provision is provided at the end of
Section 8.) Past Releases of MA EDI will only be modified as a result of production support
changes. When such production support changes are made, Qwest will also modify the related
documentation. All other changes become candidates for future MA EDI Releases.

Qwest makes one Release of the Electronic Bonding-Trouble Administration (EBTA) and' billing
interfaces available at any given time, and will not support any previous Releases.

Graphical User Interface (GUI)

Qwest makes one Release of a GUI available at any given time and wil l not support any
previous Releases.

MA GUI changes for a pre-order or ordering will be implemented at the same time as an MA
EDI Release.

8.1 Application-to-Application Interface

This section describes the timelines that Qwest, and any CLEC choosing to implement on the
Qwest Release Production Date, will adhere to in changing existing application-to-application
interfaces.1 For any CLEC not choosing to implement on the Qwest Release Production Date,
Qwest and the CLEC wil l negotiate a mutually agreed to CLEC implementation timeline,
including testing.

8.1.1 Draft Interface Technical Specifications

Prior to Qwest implementing a change to an existing application-to-application interface, Qwest
will notify CLECs of the draft Technical Specif ications. Qwest will issue draft Technical
Specifications no later than seventy-three (73) calendar days prior to the implementation date
unless an exception has been granted. Technical Specifications are documents that provide
information the CLECs need to code the application-to-application interface. The Draf t
Technical Specifications notification letter will include:

Written summary of change(s)
Planned time frame for Release Production
Purpose
Logistical information (including a conference line) for walk through

1 For a CLEC converting from a prior release, the CLEC implementation date can be no earlier
than the weekend after the Qwest Release Production Date, if production LSR conversion is
required.

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, theterms"include(s)"and"including" mean "including, but not
limited to."
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• Reference to draf t  Technical  Speci f icat ions, or reference to a W eb si te wi th draf t
specifications
Additional pertinent material
Draft Technical Specifications documentation, or instructions on how to access the draft
Technical Specifications documentation on the Web site.

8.1.2 Walk Through of Draft Interface Technical SpecificationS

Qwest will sponsor a walk through, including the appropriate internal Subject Matter Experts
(SMEs), between sixty-eight (68) calendar days prior to the planned implementation date and
fifty-eight (58) calendar days prior to the planned implementation date. A walk through will
afford CLEC SMEs the opportunity to ask questions and discuss specif ic requirements with
Qwest's technical team and will take as much of this period as is necessary to address CLECs'
questions. CLECs are encouraged to invite their technical experts, systems architects, and
designers, to attend the walk through. I_

Qwest will lead the review of the Draft Technical Specifications. Qwest technical experts will
answer the CLEC SMEs' questions. Qwest will capture action items such as requests for further
clarification. Qwest will follow-up on all action items and notify CLECs of responses forty five
(45) calendar days prior to the planned implementation date.

8.1.3 CLEC Comments on Draft Interface Technical Specifications

If the CLEC identifies issues or requires clarification, the CLEC must send written comments to
Qwest no later than f if ty-f ive (55) calendar days prior to the planned implementation date.
CLECs may submit comments via the
http://vvvwn.owest.com/wholesale/cmp/comment.html.

Qwest CMP comment Web site at

8.1 .4 Qwest Response to CLEC Comments

Qwest will review and respond with written answers to all CLEC issues, comments/concems no
later than forty-five (45) calendar days prior to final implementation date. The answers will be
shared with all CLECS, unless the CLECs question(s) are marked proprietary. Any changes
that may occur as a result of  the responses wil l  be distributed to al l  CLECs in the same
notification letter. The notification will include the description of anychange(s) made as a result
of CLEC comments. The change(s) will be reflected in the Final Technical Specifications.

8.1.5 Final Interface Technical Specifications

The Final Interface Technical Specifications will include the following:

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the rems "ir\clude(s)" and "including" mean "including, but not
limited to."
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4

Reference to Final Technical Specifications, or Web site
Qwest response to CLEC comments
Summary of changes from the prior implementation, including any changes made as a
result of CLEC comments on Draft Technical Specifications
Indicat ion of  type of  change (e.g.,  documentat ion change, business rule change,
clarification change)
Final Joint Test Plan including transactions which have changed
The suite of recertification test scenarios
Joint Testing Period
Final implementation date

Qwest will issue Final Interface Technical SpecMcations no later than forty-five (45) calendar
days before the final implementation date, unless the exception process has been invoked. The
implementation timeline for the Release will not begin until Final Technical Specifications are
provided. Production Support type of changes that occur within the thirty (30) calendar day test
window can occur without advance notification but will be posted within 24 hours of the change.

8.1.6 Joint Testing Period

Qwest wit!  provide a thirty (30) day test window for any CLEC who desires to jointly test with
Qwest prior to the Release Production Date.

"  8414 Release Documentation Addenda

After the Final Technical Specifications are published, there may be other changes made to
documentation or the coding that is documented in the form of addenda. '

» 1st Addendum - 2 weeks after the Release the 19' addendum iS sent to the CLECs, if
needed.

• Subsequent Addendum's - Subsequent addendum's are sent to the CLECs af ter the
Release Production Date as needed. There is no current process and timeline.

» EDl CLECs -one hundred eighty (180) calendar days after the Release those CLECs using
EDl are required to cut over to the new Release. CLECs are not required to support all new
Releases.

8.2 Graphical User Interface (GUI)

8.2.1 Draft GUI Release Notes

Prior to implementation of a change to an existing Gui, Qwest will notify CLECs of the Draft
GUI Release Notes and the planned Release Production Date.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limitedtO."
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Notification will occur no later than twenty-eight (28) calendar days prior to the planned Release
Production'Date unless an exceptionhas been granted. This notification will include draft user
guide information if necessary.

The notification will contain:

•

Written summary of change(s)
Planned time frame for Release Production
Any cross-reference to draft documentation such as the user guide or revised user guide
pages.

8.2.2 CLEC Comments on Draft interface Release Notification

CLECs must provide comments/questions on the Draft GUI Release Notes no less than twenty-
f ive (25) calendar days prior to the planned Release Production Date. CLECs may submit
comments via the Qwest CMP comment . Web site at
http://wvvw.owest.com/wholesale/cmo/comment.html or via an e-mail to cmDcomm©uwest.com.

8.2.3 Qwest Response to Comments

Qwest wi l l  consider CLEC comments and wi l l  address them in the Final  GUI Release
Notification no later than twenty one (21) calendar days before the Release Production Date.

8.2.4 Content of Final Interface Release Notification

The Final Interface Release Notification, will include:

• Final notification letter
• Summary of changes from draft GUI Release notification
» Final user guide (or revised pages)
• Final Release Production Date
• Qwest Response to CLEC comments

Qwest will issue the Final interface Release Notification no later than twenty-one (21 ) calendar
days before the final Release Production Date. Qwest will post this information on the CMP
Web site. Production support type changes that occur without advance notif ication will be
posted within 24 hours of the change. The implementation timeline for the Release will not
begin until all related documentation is provided.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "ir\clude(s)"and"including" mean "including, but not
limited to."
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Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms 'include(s)" and "including" mean "including, but not
limited to."
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9.0 RETIREMENT OF AN EXISTING ass INTERFACE

The retirement of an existing OSS Interface occurs when Qwest ceases to accept transactions
using a speci f ic ass Interface. This may include the removal  of  a GUI or a protocol
transmission of information (Application-to-Application) interface.

9.1 Application-to-Application ass Interface

9.1.1 Initial Retirement Notification

At least two hundred seventy (270) calendar days before the retirement date of application-to-
application interfaces, Qwest will share the retirement plans via Web site posting and CLEC
notification. The scheduled new application-to-application interface is to be in a CLEC certified
production Release prior to the retirement date of the older interface.

Alternatively, Qwest may choose te retire an interface if  there is no CLEC usage of that
interface for the most recent ninety (90) consecutive calendar days. Qwest will provide thirty
(30) calendar day notification of the retirement via Web posting and CLEC notification.

Qwest will issue the initial Retirement Notification no later than two hundred seventy (270)
calendar days before retirement. The initial Retirement Notification will include: .

I_

•

The rationale for retiring the OSS interface
Available alternative interface options for existing functionality
The proposed detailed retirement timeline (e.g., milestone dates, CLEC~Qwest comment
and response cycle)
Planned retirement date

9.1.2 CLEC Comments to Initial Retirement Notification

CLEC comments on the initial Retirement Notification are due to Qwest no later than fifteen
(15) calendar days following the initial Retirement Notification. CLECs may submit comments
via the Qwest CMP comment Web site at htto://www.owest.com/wholesalelcmo/comment.html.

9.1.3 Qwest Response to Comments

Qwest wit! consider CLEC comments and respond in the Final Retirement Notification.

4

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or alTect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs totheir end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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9.1.4 Final Retirement Notitieation

The Final Retirement Notif ication will be provided to CLECs no later than two-hundred and
twenty-eight (228) calendar days prior to the retirement date of the application-to-application
interface. The Final Retirement Notification will contain:

The rationale for retiring the ass interface (e.g., no usage or replacement)
if applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC
Qwest's responses to CLECs' comments/concerns
Actual retirement date

9.1.5 Comparable Functionality

Unless otherwise agreed to by Qwest and a CLEC user, when Qwest issues the Ini t ial
Retirement Notification the retirement of an interface for which a comparable interface does or
will exist, a CLEC user will not be permitted to commence building to the retiring interface.
CLEC users of the retiring interface will be grandfathered until the retirement of the interface.
Qwest will ensure that an interface with comparable functionality is available no later than one
hundred and eighty (180) calendar days prior to retirement of an Application-to-Application
interface.

9.2 Graphical User Interface (Gui)

9.2.1 Initial Retirement Notification

At least sixty (60) calendar days in advance of the retirement date of a Gui, Qwest will share
the retirement plans via Web site posting and CLEC notification. The scheduled new interface
is to be in a CLEC certified production Release prior to the retirement of the older interface.

Alternatively, Qwest may choose to retire a GUI if there is no CLEC usage of that interface for
the most recent ninety (90) consecutive calendar days. Qwest will provide thirty (30) calendar
day notification of the retirement via Web posting and CLEC notification.

Initial Retirement Notification will include:

The rationale for retiring the OSS Interface
Available alterative interface options for existing functionality
The proposed detailed retirement timeline (e.g., milestone dates, CLEC-Qwest comment
and response, cycle)
Planned retirement date

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning,.maintenance and repair,land billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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9.2.2 CLEC Comments to Initial Retirement Notification

CLEC comments to the initial Retirement Notification are due to Qwest no later than fifteen (15)
calendar days following the Initial Retirement Notification. CLECs may submit comments via the
Qwest CMP comment Web site at htto://vlnAnn.owest.com/wholesale/cmp/comment.html.

9.2.3 Qwest Response to Comments

Qwest wm consider CLEC comments and respond in the Final Release Notification.

9.2.4 Comparable Functionality

Qwest will ensure comparable functionality no later than thirty-one (31) days before retirement
of a GUl.

9.2.5 Final Retirement Notification

The Final Retirement Notification, for GUl retirements, will be provided to CLECs no later than
twenty-one (21) calendar days before the retirement date. The Final Retirement Notification will
contain:

The rationale for retiring the OSS Interface (e.g., no usage or replacement)
If applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC
Qwest's responses to CLECs' comments/concerns
Actual retirement date

4

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including app1ication-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre~order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean 'including, but not
limited to."
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10.0 PRIORITIZATION

Each OSS Interface Release is prioritized separately. if the Systems CMP Change Requests
for any interface do not exceed Release capacity, no prioritization for that Release is required.
The prioritization process provides an opportunity for CLECs and Qwest to prioritize OSS
interface Change Requests (CRs). CRs for introduction of a new interface or retirement of an
existing interface are not subject to prioritization and will follow the introduction or retirement
processes outlined in Sections 7.0 and 9.0, respectively.

10;1 Test Environment Releases

When an OSS Interface release is prioritized, some of the prioritized OSS Interface CRs will
cause a change in that ass Interface's corresponding test environment. These changes will
be included in the test environment release that is made available thirty (30) days prior to the
OSS Interface implementation date, and will not be subject to prioritization. The business and
systems requirements for these test environment changes will be developed in the same order
as the prioritized OSS interface CRs. Qwest will ensure that the resources allocated to the test
environment are suff icient to complete the corresponding OSS lntedace Release changes
described above.

Any remaining test environment capacity will be allocated to CRsthat are specific to the test
environment. CRs that are specific to the test environment will be prioritized in accordance with
Section 10.o.

Qwest's OSS Interface production environment and test environment development efforts will
not compete for resources.

10.2 Regulatory Change Requests

Regulatory changes, are def ined in Section 4.0. Separate procedures are required for
prioritization of CRs requesting Regulatory changes to ensure that Qwest can comply with the
recommended or required implementation date, if any. The process for determining whether a
CR is a Regulatory Change is set forth in Section 5.1 .

QweSt will send CLECs a notification when it posts Regulatory CRs to the Web and identify
when comments are due, as described in Section 5.1. Regulatory CRs will also be identified in
the Monthly CMP Systems Meeting distribution package.

4

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local sen/ices (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "inducing, but not
limitedto."

i

l
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10.2.1 Regulatory Changes

For Regulatory Changes, Qwest will implement changes no later than the time specified in the
legislation, regulatory requirement, or court ruling. If no time is specified, Qwest will implement
the change as soon as practicable. '

Regulatory CRs will be ranked with all other CRs. If the implementation date for a Regulatory
CR requires all or a part of the change to be included in the upcoming Major Release, the CR
will not be subject to ranking and will be automatically included in that Major Release.

10.2.2 INdustry Guideline Changes

Industry Guideline CRs will be identif ied in the Monthly CMP Systems Meeting distribution
package. industry Guideline CRs will be ranked with all other systems CRs during prioritization
as described in Section 10.0. If an Industry Guideline CR is prioritized high enough to be
included in the business and systems requirements phase and is dependant on a "foundation"
CR, the "foundation" CR will automatically be worked in conjunction with the Industry Guideline
CR.

10.2.3 Regulatory Change Implementation

When more than one Major Release is scheduled before the mandated or recommended
implementation date for a Regulatory CR, Qwest will present information to CLECs regarding
any technical, practical, or development cycle considerations that may affect Qwest's ability to
implement the CR in any particular Major Release as part of the CR review and continue to
provide information up to the packaging options. At the Monthly CMP Systems Meeting where
the Regulatory CR is presented, Qwest will advise CLECs of the possible scheduled Releases
in which Qwest could implement the CR and the CLECs and Qwest will determine how to
allocate those CRs among the available Major Releases, taking into account the information
provided by Qwest regarding technical, practical, and/or development considerations. If the
Regulatory CR is not included in a prior Release, it will be implemented in the latest Release
specified by Qwest.

I

1

10.3 Prioritization Process

10.3.1 Prioritization Review

At the last Monthly CMP Systems Meeting before Priori t ization, Qwest wi l l  faci l i tate a
Prioritization Review including a discussion of all CRs eligible for prioritization in a Major
Release. If there are any Industry Guideline CRs eligible for prioritization, Qwest will identify all

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the

. pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to.'
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industry Guideline CRs that would need to be implemented prior to or in conjunction with such
CRs. Qwest will distribute all materials five (5) calendar days prior to the Prioritization Review.
The materials will include:

•

•

Agenda
Summary document of  al l  CRs el igible for priori t izat ion including ident i f icat ion of
dependencies (see Appendix A - Sample - MA 11.0 Rank Eligible CRs)

Both CLECs and Qwest will have appropriate Subject Matter Experts n attendance at the
Prioritization Review. The review and discussion meetings are open to all CLECs.

The Prioritization Review objectives are to: .

Allow oleos and Qwest to discuss eligible OSS Interface or test env ironment Change
Requests by providing specific input as to the relative importance that CLECs, as a group,
and Qwest assign to each such Change Request.

10.3.2 Ranking Process

Within three (3) business days following the Monthly CMP Systems Meeting that includes the
Prioritization Review, Qwest will distribute the Prioritization Form for ranking. Ranking will be
conducted according to the following guidelines:

• Each CLEC and Qwest may submit one completed Prioritization Form. The ranking must be
submitted by a Point of Contact. The ranking will be submitted to the Qwest CMP Manager
in accordance with the process described in Section 10.3.3 below. Refer to Appendix B:
Sample - MA 11.0 Initial Prioritization Form
Qwest and each CLEC ranks each Change Request on the Prioritization Form by providing
a point value from 1 through n, where n is the total quantity of CRs. The highest point value
will be assigned to the CR that Qwest and CLECs wish to be implemented first. The total
points will be calculated by the Qwest CMP Manager and the results will be distributed to
the CLECs in accordance with the process described in Section 10.3.3 below. Refer to
Appendix C : Sample - MA 11.0 Prioritization List.

10.3.3 Ranking Tabulation Process

q

CLECs and Qwest who choose to vote must submit their completed Prioritization Form via e-
mail, cmrJcr@owest.com, within three (3) business days following Qwest's distribution of the
Prioritization Form. Within two (2) business days following the deadline for submission of
ranking, Qwest will tabulate all rankings and e-mail the resulting initial Prioritization List to the
CLECs. The results will be announced at the next scheduled Monthly CMP Systems Meeting.
Prioritization is based on the results of the votes received by the deadline. Based on the
outcome of the final ranking of the CR candidates, an initial Prioritization List is produced.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)' and "including" mean "including, but not
limited to."
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10.3.4 Ranking of Late Added CRs

For those late added CRs that are eligible for inclusion, as a candidate, in the most recently
prioritized Release, the prioritization process will be as follows.

•

•

•

within three (3) business days following the Monthly CMP Systems Meeting that resulted in
the decision to include the late added CR as a candidate in the recently prioritized Release,
Qwest will distribute the late added CR for ranking, along with the initial prioritization.
Each CLEC and Qwest may submit a suggested rank for the late added CR. The suggested
rank will be the number corresponding to the position on the Initial Prioritization List that the
CLECor Qwest believes the late added CR should be inserted.
CLECs and Qwest who choose to vote must return their suggested rank for the late added
CR via email within three (3) business days following Qwest's distribution of the late added
CR for ranking .

Q

Within two (2) business days following the deadline for the return of the suggested rank, Qwest
will tabulate the results by averaging the returned suggested ranks for the late added CR.
Qwest will insert the late added CR into the initial Prioritization List at the resulting point on the
list and will renumber the remaining candidates on the list based on this insertion. Qwest will e
mail an updated Prioritization List to the CLECs. The results will be announced at the next
scheduled Monthly CMP Systems Meeting.

10.3.5 Withdrawal of Prioritized CRs

A CLEC or Qwest may elect to withdraw a CR that has been prioritized for an OSS Interface
Release. This process may be invoked at any time between the prioritization process and the
commitment for the Release. Qwest will determine its ability to work additional CRs forth
Release based upon the timing of the withdrawal request. After commitment, a CLEC or Qwest
could request the CR be withdrawn, however, the withdrawal of the CR may not be feasible
based upon the development status at the time of the withdrawal request. The process will be
as follows:

•

•

The originating CLEC or Qwest will submit an email request to the Qwest CMP Manager,
cmocr(é2qwest.com, indicating that they wish to withdraw the CR. This e-mail must be sent
no later than twenty one (21) calendar days prior to the Monthly CMP Systems Meeting at
which the request will be discussed. The written request must contain:
• the CR number
• the CR title
• an explanation of why the originator wishes to withdraw the CR
Within two (2) business days after receipt of the request to withdraw the CR the CMP
Manager will notify, in writing, all of the CLECs that submitted a prioritization ranking. The

Note: Throughout this document, ass interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their endusers

Note: Throughout this document, the terms "include(s)" and 'including' mean "including, but not
limited to."

I
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•

subject l ine wi l l  note "INTENT TO WITHDRAW PRIORITIZED CR [number]." The
notification will include:

the CR number
» the CR title,
• the ranking that it received from the prioritization,
» the explanation of why the originator wishes to withdraw the CR
If a CLEC or Qwest disagrees with the withdrawal of the CR from the Release, they have
the option to assume sponsorship of  that CR. They may do so by notifying the CMP
Manager, cmDcr@Qwest.eom, in writing of their intent to assume sponsorship of the CR
within five (5) business days after the CMP Manager has sent the intent to withdraw e-mail.
If the CMP Manager receives no response within five (5) business days, then the CR will be
withdrawn. The new status will be reviewed in the next Monthly CMP Systems Meeting.

10.4 Special Change Request Process (SCRP)

In the event that a systems CR is not ranked high enough in prioritization for inclusion in the
next Release, or as otherwise provided in this CMP, the CR originator may elect to invoke the
CMP Special Change Request Process (SCRP) as described in this section. in the event that a
carrier submits a CR after prioritization and wishes to invoke the SCRP, the originator may elect
not to follow the Late Added CR process as defined in Section 10.3.4.

The SCRP does not supercede the process def ined in Sect ion 5.0 (Change Request
Origination Process).

: The foregoing process applies to Qwest and CLEC originated CRs. in the event a CR is
submitted through the SCRP, Qwest agrees that it will not divert IT resources available to work
on the CMP systems CRs, to support the SCRP request. Qwest will have to apply additional
resources to, and track, the additional work required for the CR it seeks to implement through
the SCRP. .

I

E

All time intervals within which a response is required from one Party to another under this
section are .maximum time intervals. Each Party agrees that it will provide all responses in
writing to the other Party as soon as the Party has the information and analysis required to
respond, even if thetime interval stated herein for a response is not over.

t0.4.1 SCRP Request Form

To invoke the SCRP, the CR originator must send an e-mail to the Qwest CMP SCRP mailbox
(cmpesc@qwest.com). The subject line of the email message must include:

l "SCRP FORM"
Q

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)' and "including" mean "including, but not
limited to." v

i
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•

•

CR number and title
CR originator's company name

The text of the e-mail message must include:

•

Description of the CR
A completed SCRP Form (See Appendix E)
A single point of contact for the SCRP request including:
» Primary requestor's name and company
• Phone number
¢ E-mail address .
Circumstances which have necessitated the invocation of the SCRP
Desired implementation date
If more than one company is making the SCRP request, the names and point of contact
information for the other requesting companies.

10.4.2 Qwest Acknowledges SCRP Request Receipt with a Confirmation E-mail

Within two (2) business days fol lowing receipt of  the SCRP request e-mail , Qwest wi l l
acknowledge receipt of the complete SCRP request e-mail with a confirmation e-mail and
advise the SCRP Requestor of any missing information needed for Qwest to process and
analyze the request. When the SCRP request e-mail is complete, the SCRP confirmation e-
mail will include: ,

•

•

Date and time of receipt of complete SCRP request e-mail
Date and time of SCRP confirmation email
SCRP title and number
The name, telephone number and e-mail address of the assigned Qwest manager
Amount of the non-refundable Processing Fee as specified in Section 10.4.8.

10.4.3 Process Fee Invoice

within one (1) business day of sending the SCRP confirmation e-mail Qwest will bill the SCRP
Requestor a non-refundable Processing Fee as specified in Section 10.4.8 below.

10.4.4 SCRP Review Meeting

Within ten (10) business days after the SCRP confirmation e-mail, Qwest will schedule and hold
a review meeting with the SCRP Requestor to review Qwest's analysis of the request.

q

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applicaticn-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order,order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "inctude(s)" and "including" mean "including, but not
limited too'

I
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10.4.5 Preliminary SCRP Quote and Review Meeting

During business and systems requirements analysis, Qwest will review the SCRP request to
determine if it has any affinities with CRs packaged for the planned OSS Interface Release. As
soon as feasible, but in any case within thirty (30) business days, after receipt of a completed
SCRP request form, Qwest wil l  schedule and hold a meeting with the scup Requestor to
provide and review:

__

•

l

An estimated Preliminary SCRP quote. The SCRP quote will, at a minimum, include the
following infom'\ation:
• A description of the work to be performed
• Estimated Development costs with a cap on cost
• TargetedRelease
• An estimate of the terms and conditions surrounding the firm SCRP quote. (If the

estimate increases before Qwest issues the Firm SCRP Quote, Qwest will communicate
the cost increases to the SCRP Requestor.) The SCRP Requestor must comply with
payment terms as outlined in Section 10.4.7 before Qwest proceeds with the request.

An invoice covering the business and systems requirements analysis
• Payment for this invoice is due no later than thirty (30) calendar days following Qwest's

written issuance of the Preliminary SCRP Quote. Qwest will not proceed with further
development in support of the SCRP Request until the business and systems analysis
and processing invoices are paid.

10.4.5.1
Proeeed

SCRP Requestor Accepts the Preliminary Quote and Deeision for Qwest to

The SCRPRequestor has ten (10) business days, upon receipt of the SCRP quote, to either
agree to purchase under the quoted price or cancel the SCRP request.

if the SCRP Requestor accepts the SCRP Preliminary Quote, the SCRP Requestor must send
an e-mail to the assigned Qwest manager with the following information:

The subject line of the e-mail message mustinclude:

• "SCRP PRELIMINARY QUOTE ACCEPTED"
» CR number and title
» CR originator's company name

The text of the e-mail message must include:

• Statement accepting SCRE' Preliminary Quote, planned OSS
terms and conditions

Interface Release date, and

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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• CR originator's name, phone number, and e-mail address

10.4.5.2 SCRP Requestor Asks to Change the SCRP Request

I f  the SCRP Requestor decides to modify the SCRP request af ter' Qwest prov ides the
preliminary SCRP Quote, the SCRP requestor must submit a written request for change to the
assigned Qwest .manager. If changes are acceptable to Qwest, Qwest will notify the SCRP
Requestor by e-maiI within five (5) business days after receipt of such request for a change with
a revised preliminary SCRP Quote, if applicable. The SCRP Requestor must inform QWest, in
writing, within five (5) business days, if the modified SCRP quote is acceptable, further changes
are required, or the SCRP request is cancelled.

i_

10.4.5.3 SCRP Requestor Cancels the SCRP Request

N

1!

The last point at which a SCRP Request may be cancelled is"at the Monthly CMP Meeting at
which Qwest presents the CRs that Qwest has committed to in the Release. Otherwise, the
SCRP request will be implemented with the Release and the SCRP Requestor is obligated to
pay the full amount of the firm SCRP quote consistent with the payment schedule described
below in Section 10.4.7.

10.4.6 Firm SCRP Quote and Review

QWest will provide the SCRP Requestor a Firm SCRP Quote when Qwest commits CRs to the
specific OSS Interface Release.

• The subject line of the e-mail message must include:
• "FIRM SCRP QUOTE"
» CR number and title
• CR originator's company name

• The text of the e-mail message must include:
• Final SCRP quote and terms and conditions

Committed implementation date, or ass Interface Release
» Qwest contact name, phone number, and e-mail address

Qwest will schedule and hold a meeting to review the quote no less than ten (10) days following
issuance of the Firm SCRP Quote. At this meeting Qwest will review the elements of the Firm
Quote and the firm Release Date of the targeted Release.

Qwest will send an e-mail to the SCRP Requestor with the following information:

*

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical user Interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair,and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "includirrg, but not
limited to."
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10.4.1 Payment Schedule

TheSCRP Requestor must pay 50% of the Firm SCRP Quote no more than ten (10) calendar
days following the scheduled Release date and the remaining 50% of the Firm SCRP Quote
within thirty (30) calendar days after the scheduled Release date.

10.4.8 Applicable SCRP Charges

This section describes the different costs for a SCRP request.

Processing Fee - a one-time fiat fee that must be paid within thirty (30) calendar days after
the Qwest-SCRP Review meeting to review the SCRP foml. This fee is non-refundable and
is treated separately from those charges for development and implementation aS described
under "Charges for the SCRP Request" below.
Charges for Business and Systems Requirements - These charges include the costs of
developing business and systems requirements. `
Charges for the Development of  the SCRP Request - These charges, included in the
Preliminary and Firm SCRP Quotes, including labor charges, time and capital costs incurred
as a result of developing code and performing testing.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applieation-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to." '
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11 .0 APPLICATION-TO-APPLICATION INTERFACE TESTING

If a CLEC is using an application-to-application interface, the CLEC must work with Qwest to
certify thebusiness scenarios that CLEC will be using in order to ensure successful transaction
processing in production. If multiple CLECs are using a service bureau provider, the service
bureau provider need only be certified for the first participating CLEC; subsequent CLECs using
the service bureau provider need not be re-certified. Qwest and CLEC shall mutually agree to
the business scenarios for which CLEC requires certification. Certification will be granted for
the specified Release of the application-to-application interface. If CLEC is certifying multiple
products or services, CLEC has the option of certifying those products or services serially or in
parallel if technically feasible.

New Releases of the application-to-application interface may require re-certification of some or
all business scenarios. A determination as to the need for re-certification will be made by the
Qwest coordinator in conjunction with the Release Manager of each Release. Notification of
the need for re-certification will be provided to CLEC as the new Release is implemented. The
suite of re-certif ication test scenarios will be prov ided to CLECs with the Final Technical
Specifications. If CLEC is certifying multiple products or services, CLEC has the option of
certifying those products or services serially or in parallel, if technically feasible. If multiple
CLECs are using a serv ice bureau provider, the serv ice bureau provider need only be re-
certified for the first participating CLEC, subsequent CLECs using the service bureau provider er
need not be re-certified .

Qwest provides a separate CustoMer Test Environment (CTE) for the testing of transaction
based application-to-application interfaces for pre-order, order, and maintenance/repair. The
CTE will be developed for each Major Release and updated for each Point Release that has
changes that were disclosed but not implemented as part of the Major Release. Qwest will
provide test files for batch/file interfaces (e.g., billing).

The CTE for Pre-order and Order currently induces:

Stand Alone Test Environment (SATE)

The CTE for Maintenance and Repair currently includes:

• CMlP Interface Test Environment (MEDIACC)

Qwest provides Initial Implementation Testing, and Migration Testing (from one Release to the
next) for all types of OSS interface Change Requests. Such testing provides the opportunity to*

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms"include(s)" and "including" mean "including, but not
limited to."
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test the code associated with those ass interface exchange requests. The CTE wil l  also
provide .the opportunity for regression testing of OSS interface functionality.

11.1 Testing Process

Qwest will send an industry notification, including testing schedules (see Section 8.0 - Changes
to Existing OSS interfaces), to CLECs so they may determine their intent to participate in the
test. CLECs wishing to test with Qwest must participate in at least one joint planning session
and determine:

• Connectivity (required)
• Progression Testing (required)
t Controlled Production Testing (required)
• Production Turn-up (required)
» A test schedule (required) that reflects agreed upon dates for phases

A joint CLEC-Qwest test plan may also include some or all of the following based on type of
testing requested:

Requirements Review
Test Data Development

Qwest will communicate any agreed upon changes to the test schedule. CLECs are responsible
for establishing and maintaining connectivity to the CTE.

The CLEC should, in general, experience response times similar to production provided a
CLEC uses the same software components and similar connectiv ity configuration in its test
environment that it does in production. This environment is not intended for volume testing.
The CTE contains the appropriate applications for pre-ordering and Local Service Request
(LSR) ordering, including the service order processor. Production code problems identified in
the test environment will be resolved by using the Production Support process as outlined in
Section 12.0.

l

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs.to their end users

Note: Throughout this document, the terms "include(s)' and "including" mean "including, but not
limited tO."
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12.0 PRODUCTION SUPPORT

12.1 Notification of Planned Outages

Planned Outages are resewed times for scheduled maintenance to OSS Interfaces. Qwest
sends associated notifications to all CLECs. Planned Outage Notifications must include:

•

•

•

Identification of the subject OSS Interface
Description of the scheduled OSS Interface maintenance activity ,
impact to the CLECs (e.g., geographic area, products affected, system implications, and
business implications)

» Scheduled date and scheduled start and stop times
» Work around, if applicable
• Qwest contact for more information on the scheduled OSS interface maintenance activity

Planned Outage Notifications will be sent to CLECs and appropriate Qwest personnel no later
than two (2) calendar days after the scheduling of the OSS Interface maintenance activity.

12.2 Newly Deployed OSS Interface Release

Following the Release .Production Date of an OSS interface change, Qwest will use production
support procedures for maintenance of software as outlined below. Problems encountered by
the user will be reported, if  at all, to the IT Wholesale Systems Help Desk (IT Help Desk).
Qwest will monitor, track, and address troubles reported by CLECs or identif ied by Qwest.
Problems reported will be known as IT Trouble Tickets.

A week after the deployment of an MA Release into production, Qwest will host conference
call with the CLECs to review any identified problems and answer any questions pertaining to
the newly deployed software. Qwest will follow this CMP for documenting the meeting as
described in Section 3.2. issues will be addressed with specific CLECs and results/status will
be reviewed at the next Monthly CMP Systems Meeting. .

12.3 Request for a Production Support Change

The IT Help Desk supports CLECs who have questions regarding connectivity, outputs, and
system outages. The IT Help Desk serves as the first point of contact for reporting trouble. if
the IT Help Desk is unable to assist the CLEC, it will refer information to the proper Subject
Matter Expert, also known as Tier 2 or Tier 3 support, who may call the CLEC directly. Often,
however, an IT Help Desk representative will contact the CLEC to provide information or to
confirm resolution of the trouble ticket.

Note: Throughout this document. OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User InterfaCes), connectivity and system functions that support or affect the
pre-order, order, Provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users .

Note: Throughout this document, the terms "include(S)" and "including" mean "including, but not
limited to."
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Qwest will assign each CLEC generated and Qwest generated IT Trouble ticket a Severity
Level .1 to 4, as defined in SectiOn 12.5. Severity 1 and Severity 2 IT trouble tickets will be
implemented immediately by means of  an emergency Release of  process, sof tware or
documentation (known as a Patch). If Qwest and CLEC deem implementation is not timely, and
a work around exists or can be developed, Qwest will implement the work around in the interim.
Severity 3 and Severity 4 IT trouble tickets may be implemented when appropriate taking into
consideration upcoming Patches, Major Releases and Point Releases and any synergies that
exist with work being done in the upcoming Patches, Major Releases and Point Releases.

Qwest will attempt to Make a Software patch when the system is not working as defined in the
technical specifications and/or the GUl systems documentation (excluding PCAT
documentation), and issue an event notification clearly defining the change.

If Qwest determines that a software patch is not feasible, and/or Qwest or any CLEC identifies
a Patch Release of software or related systems documentation changes that may impact CLEC
production roding, Qwest will issue an event notification, initiate a Technical Escalation, and
request a joint meeting between Qwest and the CLECs in order to discuss the particular Patch
Release. Qwest will notify CLECs of the joint meeting in which Qwest will review the Patch
Release, the proposed solution, and the variables which affect the resolution. in all instances,
these joint meetings are exempt from the five (5) business day advance notification requirement
described in Section 3.0.

At this joint meeting, Qwest and the impacted CLECs will discuss how the pending Patch
Release will affect their code. Qwest and the impacted CLECs will discuss any potential
resolution options and implementation timeframes. in the event that agreement cannot be
reached between Qwest and the impacted CLECs regarding the type of Patch Release to be
implemented, the parties will attempt to negotiate an appropriate workaround .

The first time a trouble is reported by Qwest or CLEC, the Qwest IT Help Desk will assign an IT
Trouble Ticket tracking number, which will be communicated to the CLEC at the time the CLEC
reports the trouble. The affected CLEC(s) and Qwest will attempt to reach agreement on
resolution of the problem and closing of the IT Trouble Ticket. If no agreement is reached, any
party may use the Technical Escalation Process,
http://www.qwest.com/wholesalelsystems/productionsupport.html. When the IT Trouble Ticket
has been closed, Qwest will notify CLECs with one of the following disposition codes:

No Trouble Found - to be used when Qwest investigation indicates that no trouble exists in
Qwest systems.

e Trouble to be Resolved in Patch - to be used when the IT Troubie Ticket will be resolved in
a Patch. Qwest will provide a date for implementation of the Patch. This is typically applied

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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to Severity 1 and Severity 2 troubles, although Severity 3 and Severity 4 troubles may be
resolved in a Patch where synergies exist.
CLEC should Submit CMP CR - to be used when Qwest's investigation indicates that the
System is working pursuant to the Technical  Speci f icat ions (unless the Technical
Specifications are incorrect), and that the IT Trouble Ticket is requesting a systems change
that should be submitted as a CMP CR.
Resolvedl- to be used when the IT Trouble Ticket investigation has resolved the trouble.

If Qwest has identified the source of a problem for a Severity 3 or Severity 4 IT Trouble Ticket
but has not scheduled the problem resolution, Qwest may place the trouble ticket into a "Date
TBD" status, but will not close the trouble ticket. Once a trouble ticket is placed in "Date TBD"
status, Qwest will no longer issue status notifications for the trouble ticket. Instead, Qwest will
track "Date TBD" trouble tickets and report status of these trouble tickets on the CMP Web site
and in the Monthly CMP Systems Meeting. When a "Date TBD" trouble ticket is scheduled to be
resolved in a Patch, Release or othewvise, Qwest will issue a notification announcing that the
trouble ticket will be resolved and remove the trouble ticket from the list reported on the CMP
Web site and in the Monthly CMP Systems Meeting.

For "Date TBD" trouble tickets. either Qwest or a CLEC may=originate a Change Request to
correct the problem; (See Section 5.0 for CR Origination.) If the initiating party knows that the
CR relates to a trouble ticket, it will identify the trouble ticket number on the CR.

Instances where Qwest or CLECs misinterpret Technical Specifications and/or business rules
must be addressed on a case-by-case basis. All parties will take all reasonable steps to ensure
that any disagreements regarding the interpretation of a new or modified OSS interface are
identified and resolved during the change management review of the Change RequeSt.

12.4 Reporting Trouble to IT

Qwest will open a trouble ticket at the time the trouble is first reported by CLEC or detected by
QWest. The lTWSHD Tier 1 will communicate the ticket number to the CLEC at the time the
trouble is reported. Once a trouble ticket is opened at the ITWSHD, a CLEC or Qwest may
request that the Event Notification process begin on the ticket as described in section 12.6.

If a ticket has been opened, and subsequent to the ticket creation, CLECs call in on the same
problem, and the ITWSHD recognizes that it is the same problem, a new ticket is not created.
The ITWSHD documents each subsequent call in the primary IT trouble ticket.

If  one or more CLECs call in on the same problem, but i t is not recognized as the same
problem, one or more tickets may be created. When the problem is recognized as the same,
one of the tickets becomes the primary ticket, and the other tickets are linked to the primary

Note: 'throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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ticket. The ITWSHD provides the primary ticket number to other reporting CLECs. A CLEC can
request its ticket be linked to an already.existing open IT ticket belonging to another CLEC
When the problem is closed, the primary and all related tickets will be closed

12.4.1 Systems Problem Requiring a Workaround

If a CLEC is experiencing problems with Qwest because of a system "issue", the CLEC will
report the trouble to the ITWSHD. The ITWSHD will create a trouble ticket as outlined above

The ITWSHD Tier 1 win refer the ticket to the IT Tier 2 or 3 resolution process. If, during the
resolution process, the Tier 2 or 3 resolution team determines that a workaround is required
ITWSHD (with IT Tier 2 or 3 on the line, as appropriate) will contact the CLEC to develop an
understanding of how the problem is impacting the CLEC. If requested and available, the CLEC
will provide information regarding details of the problem, e.g., reject notices, LSRs, TNs or
circuit numbers. Upon understanding the problem, the IT Tier 1 agent, with the CLEC on the
line, will contact the INC Help Desk and open a Call Center Database Ticket. The IT Tier 2 or 3
resolution team along with the WSD Tier 2 team, and other appropriate SMEs, (Resolution
Team) will develop a. proposed work around. The WSD Tier 2 team will work collaboratively
with the CLEC(s) reporting the issue to finalize the work around. The ITWSHD Will provide the
CLEC and the WSD Tier 2 team with the IT Trouble Ticket number in order to cross-reference it
with the Call Center Database Ticket. The ITWSHD will also record the Call Center Database
Ticket numberOn the IT Trouble Ticket. The CLEC will provide both teams with primary contact
information. If the CLEC and Qwest cannot agree upon the work around solution, the CLEC can
use either the Technical Escalation process or escalate to the WSD Tiers, as appropriate
Qwest will use its best efforts to retain the CLEC's requested due dates, regardless of whether
a work around is required

12.5 Severity Levels

Severity level is a means of assessing and documenting the impact of the loss of functionality
to CLEC(s) and impact to the CLEC's business. The severity level gives restoration or repair
priority to problems causing the greatest impact to CLEC(s) or its business

Guidelines for determining severity levels are listed below. Severity level may be determined by
one or more of the listed bullet items under each Severity Level (the list is not exhaustive)
Examples of some trouble ticket situations follow. Please keep in mind these are guidelines
and each situation is unique. The IT Help ask representative, based on discussion with the
CLEC, will make the determination of the severity level and will communicate the severity level
to the CLEC at the time the CLEC. reports the trouble. If the CLEC disagrees with the severity
level assigned by the IT Help Desk personnel, either on the initial call or at any time while the

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
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ticket is open, a CLEC may request the ITWSHD to change the severity level, identifying the
reason for the change in severity. If Qwest questions the validity of the change in severity,
Qwest wi l l  contact the CLEC Severi ty Escalat ion Contact who raised the severi ty for
clarification.

Severity 1: Critical Impact

•

•

•

•

•

•

•

•

Examples:

•

•

•

•

Severity 2: Serious Impact

•

•

•

•

•

•

Critical.
High visibility.
A large number of orders or CLECs are affected;
A single CLEC cannot submit its business transactions.
Affects online commitment.
Production or cycle stopped - priority batch commitment missed.
Major impact on revenue.
Major component not available for use.
Many and/or major files lost.
Major loss of functionality.
Problem can not be bypassed.
No viable or productive work around available.

Major network backbone outage without redundancy.
Environmental problems causing multiple system failures.
Large number of service or other work order commitments missed.
A Software Defect in an edit which prevents any orders from being submitted.

Serious
Moderate visibility
Moderate to large number of CLECs, or orders affected
Potentially affects online commitment
Serious slow response times
Serious loss of functionality
Potentially affects production - potential miss of priority batch commitment
Moderate impact on revenue
Limited use of product or component
Component continues to fail. intermittently down for short periods, but repetitive
Few or small tiles lost
Problems may have a Possible bypass; the bypass must be acceptable to CLECs

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and. repair, and billing capabilities for local semces (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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Major access down, but a partier\ backup exists

Examples:

•

•

•

A single company, large number of orders impacted
Frequent intermittent logoffs
Service and/or other work order commitments delayed or missed

Severity 3: Moderate Impact

•

•

•

Low to medium visibility
Low CLEC, or low order impact
Low impact on revenue
Limited use of product or component
Single CLEC device affected
Minimal loss of functionality
Problem may be bypassed, redundancy in place. Bypass must be acceptable to CLECs
Automated workaround in place and known. Workaround must be acceptable to CLECs

r

Example:

• Hardware errors, no impact yet

Severity 4: Minimal impact

•

•

•

•

Low or no visibility
No direct impact on CLEC
Few functions impaired
Problem can be bypassed, bypass must be acceptable to CLECs
System resource low, no impact yet
Preventative maintenance request

Examples:

• Misleading, unclear system messages causing confusion for users
Device or software regularly has to be reset, but continues to work

12.6 Status Notification for IT Trouble Tickets

There are two types of status notifications for IT Trouble Tickets:

» Target Notifications: for tickets that relate to only one reporting CLEC - Target Notifications
may be communicated by direct phone calls

• Event Notifications: for tickets that relate to more than one CLEC or for reported troubles
that Qwest believes will impact more that on e CLEC

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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Severity
Level of
Ticket

Response
Interval for Status
Changes

Response Interval for No Status
Changes

Notification
Interval upon
Resolution

1 Within 1 hour 1 hour Within 1 hour

I

I
1
i

I

i
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Event Notif ications are sent by.Qwest to all CLECs who subscribe to the IT Help Desk.
Event Notifications will include ticket status (e.g., open, no change, resolved) and as much
of the following information as is known to Qwest at the time the notification is sent:
• Description of the problem .
• Impact to the CLECs (e.g., geographic area, products affected, business implications,

other pertinent information available)
• Estimated resolution date and time if known
» Resolution if known
» Severity level
» Trouble ticket number(s), date and time
• Work around if defined, including the Call Center Database Reference Ticket number
» Qwest contact for more information on the problem
• System affected
» Escalation information as available

_I_
I

Both types of notifications will~be sent to the CLECs and appropriate Qwest personnel within the
time f rame set forth in the table below and wil l  include al l  related system trouble ticket
number(s).

12.1 Notification Intervals

Qwest will distribute notifications during the IT Help Desk normal hours of operation (Monday-
Friday 6:00 a.m. - 8:00 p.m. (MT) and Saturday 7:00 a.m. - 3:00 p.m. mT). Qwest will continue
to work severity 1 problems outside of Help Desk hours of operation, and will communicate with
the CLEC(s) as needed. A severity 2 problem may be worked outside the IT Help Desk normal
hours of operation on a case-by-case basis.

Notification Intervals are based on the severity level of the ticket, the ticket's Disposition code
(e.g., initial, Update, Closure, etc.), and status changes.

I

The chart below indicates the response intervals a CLEC can expect to receive after reporting a
trouble ticket to the IT Help Desk. Beginning with the issue's immediate acceptance as multi-
CLEC impacting issue, Qwest will create and distribute the initial notification.

i
I
I
I

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphicai User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECS to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."

Page 102

L

I a l HI ll al I I al



2 Within 1 hour 1 hour Within 1 hour

3 Within 4hours Workaround
Provided

None. Only status
changes will be
communicated
when a workaround
is provided.

Within 4 hours

No Workaround
Provided

4 hours

4 Within 24 hours Workaround
Provided

None. Only status
changes will be
communicated
when a workaround
is provided.

Withln 4 hours

No Workaround
Provided

Every 48 hours.
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_

"Not i f i cat ion Interval  for Any Change in Status" means that  a not i f i cat ion wi l l  be sent  out  w i th in
the t ime spec i f i ed f rom the t ime a change in  s ta tus occurs .  Qwest  w i l l  p rov ide updates tO those
not i f i cat ions that  do not  have a workaround unt i l  a  workaround i s  estab l i shed to  in form the
CLEC that  a  the i ssue i s  s t i l l  under invest igat ion.  Qwest  w i l l  not  i ssue Updates when Qwest  has
prov ided a  W orkaround,  bu t  no  change i n  s t a tus  has  occurred .  "Not i f i ca t i on  l n t ena l  upon
Resolut ion" means that  a not i f i cat ion wi l l  be sent  out  w i th in the t ime speci f ied f rom the
reso lu t i on o f  t he prob lem.

1 2 . 8 P rocess  P roduct i on  S uppor t

Process t roubles encountered by CLECS wi l l  be reported,  i f  at  a l l ,  to the.  eSC Help Desk (T ier 0).
I n  s o m e  c a s e s  t h e  Q w e s t  S e r v i c e  M a n a g e r  ( T i e r  3 )  m a y  r e p o r t  t h e  C L E C  t r o u b l e  t o  t h e  I N C
Help Desk.  T ier  0  w i l l  open a Cal l  Center  Database T icket  for  a l l  reported t roubles.

12 . 8 . 1  Report i ng  Troub l e  to  the  I NC

q

The INC Help Desk (T ier  0)  serves as the f i rs t  po in t  o f  contact  f or  report i ng t roub les that  appear
p r o c e s s  r e l a t e d .  Q w e s t  h a s  s e v e n  T i e r s  i n  W h o l e s a l e  S e r v i c e  D e l i v e r y  ( W S D )  f o r  p r o c e s s
P r o d u c t i o n  S u p p o r t .  R e f e r e n c e s  t o  e s c a l a t i o n  o f  p r o c e s s  P r o d u c t i o n  S u p p o r t  i s s u e s  m e a n s

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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escalation to one of these seven tiers. Contact information is available through the Service
Manager (Tier 3). The Tiers in WSD are as follows:

• Tier o - INC Help Desk
» Tier 1 - Customer Service Inquiry and Education (CSIE) Service Delivery Coordinator

(SDC)
Tier 2 - CSlE Center Coaches and Team Leaders, Duty Pager, Process Specialist
Tier 3 - Service Manager
Tier 4 - Senior Service Manager
Tier 5 - Service Center Director
Tier 6 - Service Center Senior Director

•

A CLE.C may, at any point, escalate to any of the seven Tiers.

If a CLEC is experiencing troubles with Qwest because of a process issue, the CLEC will report
the trouble to Tier 0. Tier 0 will attempt to resolve the trouble including determining whether the
trouble is a process or systems issue. To facilitate this determination, upon request, the CLEC
will provide, by facsimile or e-mail, documentation regarding details of the trouble, e.g., reject
notices, LSRs, TNs or circuit numbers if available. Tier 0 will create a Call Center Database
Ticket with a two (2) hour response commitment ("out in 2 hour" status), and provide the ticket
number to the CLEC. If Tier 0 determines that the trouble is a systems issue, they will follow the
process described in Section 12.8.4. With respect to whether the trouble is a systems or
process issue, a CLEC may escalate to Tier 1 before the Tier 0 follows the process outlined in
Section 12.8.4.

If Tier 0 does not determine that the trouble is a systems issue or is not able to resolve the
trouble, Tier 0 will offer the CLEC the option of either a warm transfer to Tier 1 (with the CLEC
on the line), or have Qwestplace the Call Center Database Ticket into the Tier 1 work queue.
Tier 1 will then analyze the ticket and attempt to resolve the trouble or determine if the trouble is
a systems or a process issue. If the trouble is a process issue, Tier 1 will notify the Tier 2
process specialist. Tier 2 process specialist will notify all call handling centers (Tier o, Tier 1
and Tier 2 at each center) of the reported trouble and current status. If Tier 1 determines that
the trouble is a systems issue, they will follow the process described in Section 12.8.4.

The report ing CLEC(s) and Qwest wi l l  attempt to reach agreement on resolut ion of the trouble.
This resolut ion includes ident i f icat ion of  processes to handle af fected orders reported by the
CLEC and orders affected but not reported. I f  Qwest and the CLEC determine that the trouble
can be resolved in a t imely manner,  Qwest  wi l l  status the CLEC every 2 hours by telephone,
unless otherwise agreed, unti l  the trouble is resolved to the CLEC's satisfaction. If, at any point,
the part ies conclude that they are unable to resolve the trouble in a t imely manner,  the CLEC

1

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including applieation-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
preorder, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
sewioes) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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and Qwest will proceed to develop a work around, as described below. At any point, the
reporting CLEC may elect to escalate the issue to a higher Tier.

Except in a work around situation, see Section 12.8.3, once the trouble is resolved and all
affected orders have been identMed and processed, Qwest will seek CLEC agreement to close
the ticket(s). If agreement is not reached, CLEC may escalate through the remaining Tiers.

After ticket closure, if the CLEC indicates that the issue snot resolved, the CLEC contacts Tier
2 and refers to the applicable ticket number. Tier 2 reviews the closed ticket, opens a new
ticket, and cross-references the closed ticket.

Qwest will use its best efforts to retain the CLEC's requested due dates.

12.8.2 Multiple Tickets

If one or more CLECs call in multiple tickets, but neither the CLECs nor Qwest recognize that
the tickets stem from the same trouble, one or more tickets may be created .

1

I

I
I

Qwest will attempt to determine if multiple tickets are the' result of the same process trouble.
Also, after reporting a trouble to Tier 0, a CLEC may determine that the same problem exists for
multiple orders and report the association to Tier 0. in either case, when the association is
identified, Tier 0 will designate one ticket per CLEC as a primary ticket, cross-reference that
CLEC's other tickets to its primary ticket and provide the primary ticket number to that CLEC.
.Tier 2 process specialist will advise the all handling centers (Tier 0, Tier 1 and War 2 at each
center) and Service Managers (Tier 3) of the issue.

Once a primary ticket is designated for a CLEC, the CLEC need not open additional trouble
tickets for the same type of trouble. Any additional trouble of the same type encountered by the
CLEC may be reported directly to Tier 2 with reference to the primary ticket number.

Qwest will also analyze the issue to determine if other CLECS are impacted by the trouble. If
other CLECs are impacted by the trouble, within 3 business hours after this determination, the
Tier 2 process specialist will advise the call handling centers (Tier 0, Tier t and Tier 2 at each
center) and the Service Managers (Tier 3) of the issue and the seven digit ticket number for the
initial trouble ticket (Reference Ticket). At the same time, Qwest will also communicate
information about the trouble, including the Reference Ticket number, to the impacted CLECs
through the Event Notification process, as described in Section 12.6. If other CLECs experience
a trouble that appears related to the Reference Ticket, the CLECs will open a trouble ticket with
Tier 0 and provide the Reference Ticket number to assist in resolving the trouble.

Note: Throughout this document, ass interfaces are defined as existing or new gateways (including application-to-
application interfaceS and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning. maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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12.8.3 Work Arounds

The reporting CLEC(s) and Qwest wit! attempt to reach agreement on whether a workaround is
required and, if so, the nature ofthe work around. For example, a work around will provide a
means to process affected orders reported by the CLEC, orders affected but not reported, and
any new orders that will be impacted by the trouble. If no agreement is reached, the CLEC may
escalate through the remaining Tiers.

If a work around is developed, Tier 1 will advise the CLEC(s) and the Tier 2 process specialist
will advise the call handling centers (Tier 0, Tier 1 and Tier 2 at' each center) and the Service
Manager (Tier 3) of the work around and the Reference Ticket number. Tier 1 will communicate
with the CLEC(s) during this affected order processing period in the manner and according to
the notif ication timelines established in Section 12.8;1. Af ter the work around has been
implemented, Tier 1 will contact the CLECs who have open tickets to notify them that the work
around has been implemented and seek concurrence with the CLECs that the Call Center
Database tickets can be closed. The closed Reference Ticket will describe the work around
process. The work around will remain in place until the trouble is resolved and all affected
orders have been identified and processed. .

Once the work around has been implemented, the associated tickets are closed. After ticket
closure, CLEC may continue to use the work around. If issues arise, CLEC may contact Tier 2
directly, identifying the Reference Ticket number. If a different CLEC experiences a trouble that
appears to require the same work around, that CLEC will open a Call Center Data base ticket
with Tier 0 and provide the Reference Ticket number for the work around.

12.8.4 Transfer Issue from WSD to ITWSHD

CLECs may report issues to the INC Help Desk (Tier 0) that are later determined to be systems
issues. Once the INC Help Desk or higher WSD Tier detem'iines that the issue is the result of a
system error, that Tier will contact the CLEC and ask if the CLEC would like that Tier to contact
the lTWSHD to report the system trouble. If the CLEC so requests, the Tier agent will contact
the lTWSHD, report the trouble and communicate the call Center Database Ticket to the
lTWSHD agent with the CLEC on the line. The lTWSHD agent will provide the CLEC and the
WSD agent with the IT Trouble Ticket number. The IT Trouble Ticket will be processed in
accordance with the Systems Production Support provisions of Section 12.0.

12.9 Communications

When Cali Center Database and IT Trouble Tickets are open regarding the same trouble, the IT
and WSD organizations will communicate as follows. The WSD Tier 2 .Process Specialists will

Note: Throughout this document, ass Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functionsthat support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their end users

Note: Throughout'this document, the rems "include(s)" and 'including" mean "including, but not
limited tO."
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be informed of the status of IT Trouble Tickets through ITWSHD system Event Notifications.
Additionally, WSD Tier 2 has direct contact with the ITWSHD as a participant on the Resolution
Team, as necessary. As the circumstances warrant the WSD Tier 2 process specialist will
advise the
Manager (Tier 3) of the information pertinent to ongoing resolution of the trouble.

call handiirig centers (Tier 0, Tier 1 and Tier 2 at each center) and the Service

Q

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs to their endusers

Note: Throughout this document, the terms "inelude(s)" and "including" mean "including, but not
limited to."
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13.0 TRAINING

Qwest will incorporate all substantive changes to existing Graphical User interfaces (Gui),
including the introduction of new Gul, into CLEC training programs. Qwest will execute CLEC
training for pre-order, ordering, billing, and maintenance and repair GUls.

13.1 Introduction of a New GUI

Qwest wil l  include a CLEC training schedule with the Initial Release Notif ication for the
introduction of a new GUI issued in accordance with the interval specified in Section 7.0. Qwest
will make available CLEC training beginning no less than twenty-one (21) calendar days Prior to
the Release Production Date. Web based training will remain available for the life of the
Release.

13.2 Changes to an Existing GUI

Qwest will include a CLEC training schedule with the Draft Release Notes issued for a change
to an existing GUI in accordance with the interval specified in Section 8.0. Qwest will make
available CLEC training beginning no less than twenty-one (21) calendar days prior to the
Release Production date. Web based training will remain available for the life of the Release.

CEMR training will not be available before the Release Production Date but will be conducted
for ninety (90) days in the live environment after the Release Production date.

13.3 Product and Process Introductions and Changes

Qwest may offer CLEC training for product and process introductions and changes based on
the complexity of the introduction or change. This training is offered in many forms, but is most
commonly offered in the following delivery methods: Web-based,~ instructor-led, job aide, or
conference calls.

*

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-ta
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the
pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange
services) provided by CLECs tO their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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14.0 ESCALATION PROCESS

14.1 Guidelines

•

•

•

•

The Escalation Process will include items that are defined as within the CMP scope.
The decision to escalate is left to the discretion of the CLEC, based on the severity of the
missed or unaccepted response/resolution.
Escalations may also involve issues .related toCMp itself, including the administration of this
CMP.
The expectation is that escalation should occur only after Change Management procedures
have occurred per this CMP. I.14.2 Cycle

Item must be formally escalated through the CMP Web site,
hdn://ww.cwest.com/wholesalelcmo/escalations disDute.htmL Alternatively, the issue may be
escalated by sending an e-mail to the Qwest CMP escalation e-mail address cmDesc@<Jwest.com.

• Subject line of the escalation e-mail must include:
• CLEC Company name
• "ESCALATION"
• Change Request (CR) number and status, if applicable
Content of e-mail must enclose appropriate supporting documentation, if applicable, and to the
extent that the supporting documentation does not include the following information, the
following must be provided:
• Description of item being escalated
• History of item
• Reason for Escalation
• Business need and impact
• Desired, CLEC resolution
• CLEC contact information including Name, Title, Phone Number, and email address
» CLEC may request that impacted activities be stopped, continued or an interim solution be

established.
Qwest will acknowledge receipt of the complete escalation e-mail with an acknowledgement of
the e-mail no later than the close of business of the following business day. If the escalation e-
mail does not contain the preceding specified information Qwest will notify the CLEC by the
close of business on the following business day, identifying and requesting information that
was not originally included.
When the escalation e-mail is complete, the acknowledgement e-mail will include:
» Date and time of escalation receipt

Note: Throughout this document, ass Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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• _

•

•

•

•

•

•

o. Date and time of acknowledgement e-mail
¢ Name, phone number and e-mail address of the Qwest Director, or above, assigned to the

escalation. .
Qwest will postescalated issue and any associated responses on the CMP Web site within
one (1) business day of receipt of the complete escalation or response.
Qwest will give notif ication that an escalation has been requested via the Industry Mail Out
process
Any other CLEC wishing to participate in the escalation may do so by selecting the participate
button adjacent to the escalation on the CMP Escalation Web site,
http:/ .dwest.com/wholesale/cmp/escalations.html, within one (1) business day of the mail
out. Alternately, a CLEC may participate by sending an e-mail to cmpesc@dwest.com within
one business day of the Qwest notification. The subject line of the email must include the title
of the escalated issue followed by "ESCALATION PARTICIPATION."
If Qwest determines a CLEC meeting is needed to further discuss the escalation, and upon
agreement by the originating CLEC, Qwest will also invite the CLECs that chose to participate
in the escalation. The meeting will not require 5 day advance notification due to the escalation
time constraints. - -
Qwest will respond to the originating CLEC and copy the participating CLECs, with a binding
position e-mail including supporting rationale as soon as practicable, but no later than:
» For escalated CRs, seven (7) calendar days after sending the acknowledgment email,.
• For all other escalations, fourteen (to) calendar days after sending the acknowledgment e-

mail.
The escalating CLEC will respond to Qwest within seven (7) calendar days with a binding
position e-mail. .
When the escalation is closed, the resolution will be subject to this cmp

Q

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pie-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "includirlg, but not
limited to."

Page 110

4.

lllll l ll I al ll llllllI Ill Il ll

S



I

Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Aibersheim

Exhibit RA-2
August 28, 2006, Page 111

Qwest Wholesale Change Management Process Document -01 -30-06

15.o DISPUTE RESOLUTION PROCESS

CLECs and Qwest will work together in good faith to resolve any issue brought before this CMP. In
the event that an impasse issue develops, a party may pursue the dispute resolution processes set
forth below:

•

•

•

•

Item must be formally identified through t h e CMP Web site,
http://vwwv.clwest.com/wholesale/cmp/escalations dispute.html. Alternately, a party may send
an email  to the Qwest CMP Dispute Resolution e-mail  address, cmpdisp@qwest.com.
Subject line of the e-mail must include:
» CLEC Company name
• "Dispute Resolution"
• Change Request (CR) number and status, if applicable
Content of email must include appropriate supporting documentation, if applicable, and to the
extent that the supporting documentation does not include the following information, the
following:
» Description of item
• History of item

Reason for Escalation
¢ Business need and impact
» Desired CLEC resolution
• CLEC contact information including Name, Title, Phone Number, and e-mail address
• Qwest will acknowledge receipt of the complete Dispute' Resolution e-mail within one (1 )

business day
Qwest or any CLEC may suggest that the issue be resolved through an Alternative Dispute
Resolution (ADR) process, such as arbitration or mediation using the American Arbitration
Association (AAA) or other rules. If the parties agree to use an ADR process and agree upon
the process and rules to be used, including whether the results of  the ADR process are
binding, the dispute will be resolved through the agreed-upon ADR process.
Without the necessity for a prior ADR Process, Qwest or any CLEC may submit the issue,
following the commission's established procedures, with the appropriate regulatory agency
requesting resolution of the dispute. This provision is not intended to change the scope of any
regulatory agency's authority with regard to Qwest or the CLECs,

This process does not limit any party's right to seek remedies in a regulatory or legal arena at any
time.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and"including" mean "including, but not
limited to."
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16.0 EXCEPTION PROCESS

Qwest and CLECs recognize the need to allow occasional exceptions to this CMP described
herein. Extenuating circumstances affecting Qwest or the CLECs may warrant deviation from this
CMP. An exception request will be addressed on a case-by-case basis where Qwest and CLECs
may decide to handle the exception request outside of the established CMP. An exception request
must be presented to the CMP community for acceptance in accordance with this section to
determine if the request shall be treated as an exception.

16.1 Exception Initiation and Acknowled event

If Qwest or a CLEC wishes that any request within the scope of CMP be handled on an exception
basis, the party who makes such a request will issue an exception request ("Exception Request").
Exception Requests will be submitted in one of two ways:

• if the request pertains to a single, previously submitted, open CR, the Exception Requestor
must follow the process described in Section 16.1 .1.

• If the Exception Request is not currently addressed in a single, previously submitted, open CR
or if the request involves two or more previously submitted, open CRS, the Exception
Requestor must complete a CR form and e-mail it to the CMP Manager, cmpcr@qwest.com.
The Exception Requestor must complete the following sections of the CR form: date
submitted, company, originator, proprietary (if applicable), optional available dates/times for
meetings, area of request, description of exception requested. The description of the exception
must containthe information listed in Section 16.1.1.

16.1.1 Requestor Submits an Exception Request

If the Exception Request pertains to a previously submitted CR, the Exception Requestor must
send an e-mail to the CMP Manager, cmocr@owest.com, with "EXCEPTION" in the subject line.
The text of the request must contain the following information:

Change Request number(s) of an existing Change Request(s) or a completed Change
Request form (See Section 5.0) .
Description of the request with good cause for seeking an exception
A clear statement outlining the course of action the Exception Requestor wishes parties to
follow and the desired outcome, if the Exception Request is granted (e.g., timeframe or
targeted release)
Supporting documentation
Primary contact information

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document. the terms "include(s)" and "including" mean "including, but not
limited to."
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•

•

Whether the Requestor wishes to have the request considered at the next Monthly CMP
Meeting, or requests an Exception Call/Meeting pursuant to Section 16.2 prior to the next
Monthly CMP Meeting .
If a CLEC requests an Exception Call/Meeting, the CLEC should indicate whether it desires a
pre-meetingwith Qwest, including. the CLEC's desire to have certain Qwest subject. matter
experts attend the pre-meeting and/or Exception Call/Meeting.

Exception Requests will be identified by adding the suffix "EX" to the CR number. If an Exception
Request references existing CRs, and the Exception Request is granted, the CR numbers of the
referenced CRs will then be modified to include the "Ex" suffix.

Within one (1) business day after receipt of an Exception Request, Qwest's CMP Manager will
acknowledge receipt of the Exception Request by e-mail to the Requestor. The CMP Manager will
include in the acknovWedgement an indication of whether an Exception Call/Meeting will be
scheduled. If an Exception Call/Meeting is not requested, the Exception change request will be
presented to the CMP community as described in Section 16.3 below. The acknowledgement will
also include the CR or tracking number.

16.1.2 Tracking of an Exception Request

16.2 Exception Notification

within three (3) business days af ter receipt of  the request, i f  an Exception Call/Meeting is
requested, the CMP Manager will issue a notif ication to the CMP community for an Exception
Call/Meeting (the "Exception Notification"). The Exception Call/Meeting shall be held on a date
agreed to by the Requestor, provided that it shall not be held less than seven (7) business days
after issuance of the Exception Notification.

The subject line of the Exception Notification must include:

6 "EXCEPTION NOTIFICATiON"

» Requestor
• Logistics for Exception CalVMeeting
• Agenda
• Change Request number on which the exception is sought
» Description of the request with good cause for seeking an exception
• Desired outcome (e.g., timeframe or targeted release)
» . Supporting documentation
• Primary contact information

The content of the Exception Notification will include:

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functionsthat support or affect the pre
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECS to their end users

Note: Throughout this document, the terms 'include(s)" and 'including' mean "including, but not
limited to."
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A clear statement that a decision is required to accept, or decline this request as an Exception
during this Exception Call/Meeting. ,
Logistics for a pre-meeting, in accordance with SeCtion 16.2.1
An initial assessment from Qwest regarding the impact if the Exception Request is granted, if
available.

16.2.1 Pre-Meeting

The pre~meeting shall be held on a date agreed to by the Requestor, provided that it shall not be
held less than two (2) business days after issuance of the Exception NotificatiOn. Qwest shall
conduct the premeeting with the Exception Requestor, any CLECs that wish to participate, Qwest
SMEs, and specially requested Qwest personnel, or their equivalents. in all instances, the pre-
meeting is exempt from the five (5) business day advance notification requirement described in
Section 3.0. The purpose of the pre-meeting is to enable Qwest and CLECs to discuss options for
the vote, determine the additional SMEs to invite to the Exception Call/Meeting, and develop a
clear statement delineating what "Yes" and "No" votes Will mean.

No later than three (3) business days following the pre-meeting, Qwest will distribute an Exception
Voting Notification. The subject line of the notification will contain:

• "PRE-MEETING RESULTS - VOTING INSTRUCTIONS"

The body of the notification will contain:

» A clear statement outlining the course of action parties will follow if the Exception Request is
granted
A description of any modifications to the Exception Request made during the pre-meeting
A clear statement delineating what "Yes" and "No" votes will mean
Logistics for the Exception Meeting or the MonthlyCMP Meeting, at which the vote will be held
Logistics for additional pre-meetings, if applicable

•

•

•

•

16.2.2 Conduct Exception CalIIMeeting

Qwest will conduct the Exception call/meeting to allow the Requestor to clarify the Exception
Request. The Exception Requestor shall present the request and provide good cause as to why
such a request should be treated as an exception. Qwest and CLECs present will be given the
opportunity to comment on the request. Discussion may also include substantive issues and
potential solutions, and schedules for subsequent activ i t ies (e.g., meeting, del iverables,
milestones, and implementation dates). After the discussion, Qwest wil l conduct a vote as
described in Section 16.4.

Note: Wmughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their endusers

Note: Throughout this document, the terms "include(s)" and 'including' mean "including, but not
limited to."
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Qwest Will write, distribute and post minutes as part of  the Exception Request Disposition
Notification no later than five (5) business days after the Exception Call/Meeting. The minutes will
include the disposition and schedule of the implementation of the Exception Request

16.3 Notification of Exception Request Discussion and Vote at Upcoming Monthly CMP
Meeting

If an Exception Requestor desires that the vote be taken at the next Monthly CMP Meeting, the
Exception Request must be submitted no later than thirteen (13) business days prior to that
Monthly CMP Meeting. If an Exception Call/Meeting is not requested by the Exception Requestor
within three (3) business days after receipt of the request Qwest will notify the CLECs by e-mail
that an Exception Request has been received by the CMP Manager

The subject line of the notification must include:

• "EXCEPTlON NOTIFICATION"

The notification content shall include:

•

•

•

Requestor
Change Request number on which the exception is sought
Description of the request with good cause for seeking an exception
Desired outcome (e.g., timeframe or targeted release)
Supporting documentation
A clear statement that this request will be discussed and a decision is required to accept, or
decline this request as an Exception, at the upcoming Monthly CMP Meeting
Logistics for a pre-meeting, in accordance with Section 16.2.1
An initial assessment from Qwest regarding the impact if the Exception Request is granted, if
available

16.3.1 Discussion and Vote Taken at the Monthly CMP Meeting

If an Exception Call/Meeting is not requested, Qwest will note on the agenda of the next Monthly
CMP Meeting that an Exception Request has been submitted, and that a decision is required to
accept or decline this request is an Exception. Qwest will include the Exception Request and
supporting documentation as part of the Monthly CMP Meeting distribution package

The Exception Requestor shall present the request and provide good cause as to why such a
request should be treated as an exception. Qwest and CLECs present will be given the opportunity
to comment on the request. Discussion may also include substantive issues and potential
solutions, and schedules for subsequent activities (e.g., meeting, deliverables, milestones, and

Nate: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the rems "include(s)" and "including" mean "including, but not
limited to."
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implementation dates). After the discussion, Qwest wm conduct a vote as described in Section
16.4.

16.4 Vote on Exception Request

A vote on whether an Exception Request will be handled on an exception basis will take place at
the Exception Call/Meeting, if one is held (See Section 16.2.2). If an Exception Call/meeting is not
held, the vote will be taken at the Monthly CMP Meeting (See Section 16.3.1). The standards for
determining whether a request will be handled on an exception basis are as follows:

• If  the Exception Request is for a general change to the establ ished CMP timelines for
'ProduWprocess changes, a two-thirds majority vote will be required unless Qwest or a CLEC
demonstrates, with substantiating information, that one of the criteria for denial set forth in
Section 5.3 is applicable. If one of the criteria for denial is applicable, the request will not be
treated as an exception.

• If the Exception Request is for a Systems changer seeks to alter any part of this CMP (other
than a particular instance of a Product/Process timeline change), a unanimous vote will be
required.

Voting will be conducted pursuant to Section 17.0.

Any party that disagrees with results of a vote may initiate dispute resolution pursuant to the CMP
Dispute Resolution provisions.

16.5 Exception Request Disposition Notification

Qwest will issue a disposition notification, including meeting minutes, within five (5) business days
after the close of the Exception Call/Meeting, or the Monthly CMP Meeting, at which the vote was
taken. The disposition notification will be posted on the Web site.

16.6 Processing of the Exception Disposition

If the outcome of the vote is to grant the Exception Request, then Qwest may proceed with the
agreed to disposition. If  the outcome of  the vote is not to treat the proposed change as an
Exception, the originator may withdraw the Exception designation and continue to pursue its
change under the established CMP. The originator of the change may also withdraw the change
and discontinue pursuit of the requested change.

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces). connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."

Page 116

E
I

I

l l Illll l



Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01o51B-0a~0257

Qwest Corporation
Exhibits of Renée Aibersheim

Exhibit RA+2
August 28, 2006, Page 117

Qwest Wholesale Change Management Process Document -91 -30-06
K

17.0 VOTING

When a vote is called, Qwest and CLECs will follow the procedures described below, unless
otherwise specified in this CMP.

The Qwest CMP Manager will schedule and hold a discussion call/meeting (if Not pursuant to a
Monthly CMP Meeting), issue an agenda with any supporting material, and conduct the vote as
described below on the open issue. The agenda will be distributed and posted on the web site in
advance of the call/meeting as also described below.

I The results of the vote will be published, using the voting tally form (refer to Appendix F).

A total of 51% or more of the votes in favor of (or against) a proposal shall constitute a Majority in
this CMP. .

The standard for the determination of all issues put to a vote under this CMP is the decision of the
Majority, except where a different voting standard is expressly stated in this CMP for a particular
issue.

11.1 Voter

A Voter is any of the POCs designated under Section 2.2. Additionally, any CLEC POC may
designate another member of its company or a third party as an interim POC to vote, for a specific
vote, in the absence of the primary, secondary, and tertiary POCs. A third party vote must be
accompanied by one of the following two valid forms of documentation (e-mail authorization or
Letter of Authorization (LOA)). The e-mail must be sent to the CMP Manager, cmpcr@qwest.com,
no later than two (2) hours before the meeting at which the vote will take place. The interim POC
may provide an LCA to Qwest at the meeting, prior to the vote.

If an e-mail or LOA is provided to designate a third party interim POC, it must contain the following
information in the subject line of the e-mail:

• "Voting Proxy"

The body of the e-mail or LOA must contain the following information:

0. CLEC Name
c Third Party Company Name -
• Brief description of the issue on which the vote is being taken

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the rems "include(s)" and "including" mean "including, but not
limited to."
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» Date vote hall/meeting is scheduled to be held
» Signature of authorizing CatTier (LOA only)

If a meeting is scheduled for a vote but a vote is not taken, e-mailed designations or LOAs will be
discarded..

17.2 Participation in the Vote

Any Carrier that is authorized to provide local services in any one of Qwest's 14-state region may
qualify as a Voter.

A Voter may participate in the vote in person, over the phone, or via e-mail ballot, as. described in
Section 17.4.3.

11.2.1 A Carrier is Entitled To a Single Vote

Each Carrier (Qwest or CLEC) is entitled to a single vote regardless of any affiliates. For example,
at the time of this writing, WorldCom has several entities offering local services throughout the
Qwest region (e.g., MFs, Brooks Fiber, MCI Metro, etc.). WorldCom would be entitled to one vote
for all of these affiliates.

17.3 Notification of Vote

Qwest will notify CLECs by email within one (1) business day after determining when a vote on a
no event be less than five (5) business days

before the call. The subject line of notif ication will be identif ied as "VOTE REQUIRED/Title of
Issue." W ithin one (1) business day af ter issuing the noti f ication, the noti f ication and any
supporting material will be posted on the web site.

specific issue must occur. This notification will in

17.3.1 Notification Content -
I.When a notification is issued, the notification will be issued as a CMP notification and will consist

of:

a description of the issue and reason for calling a vote
date and time of the voting call/meeting
bridge number for the voting call, or logistics for the meeting
supporting material, if any
the deadline date and time for submitting e-mail votes

Note; Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their endusers

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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17.4 Voting Procedures

17.4.1 Quorum

At any CMP call/meeting where a vote is to be taken, a quorum of Carriers, as described in
Seddon 17.2.1 ,. (Qwest and CLEC) must be present. A quorum will be established as follows:

•

I

•

. Qwest and CLECs will determine the average number of Carriers (including Qwest) at the last
six days of Monthly CMP Meetings, excluding the highest and lowest attendance numbers (e.g.
add the number of Carriers at the remaining four meetings and div ide by four) ("Average
Number of Carriers").
I f  62.5% or more of  the Average Number of  Carriers is present,  a quorum has been
established. For purposes of establishing a quorum, a Carrier not participating in the meeting
is considered present if it submitted an email vote by the time designated in the notification of
vote. ,
When calculating the average number of Carriers and establishing quorum, Qwest will round to
the nearest whole number, i.e., Qwest will round a number ending in 0.5 and above to the
higher whole number, and round a number ending below 0.5 to the lower whole number.

If a quorum is not present at a call/meeting when a vote is scheduled to be taken, the vote shall be
postponed until such time as a quorum is established.

In the case of ah Exception request, if a quorum is not established at the Exception all/Meeting,
the vote shall be postponed for three (3) business days tor a second Exception Call/Meeting. At
the second Exception Call/Meeting, a vote wil l  be taken regardlessof whether a quorum is
established. Prior to the second Exception Call/Meeting., Qwest will distribute a notification stating
that at this meeting a vote will take place regardless of whether a quorum is established, and that
votes will be accepted in accordance with Sections 17.1 and 17.4.1 .

17.4.2 Casting Votes

Once a quorum is established, Qwest will ask for all Voters to place their vote by writing their vote
and their company name on a piece of paper. The vote will be either a "Yes," "No" or "Abstain."
When all companies have completed their votes, Qwest will collect the ballots. Voters attending by
telephone will e-mail their vote to cmpcr@Qwest.com, in accordance with Section 17.4.3. After
collection of ballots Qwest will read aloud all votes received and collected. If a POC on the phone
wishes to vote, but does not have access to a computer, Qwest will arrange with that POC a
method to receive its vote. Only votes of "Yes" and "No" will count toward calculating a majority or
unanimous decision.

I

Note: Throughom this document, OSS Interfaces are deaned as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre
order, order, provisioning, maintenance and repair, and billing capabilities for local sendces (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the rems "include(s)" and "including" mean "including, but not
limited to."
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17.4.3 E-mail Ballots

CLECs wishing to e-mail their vote to. Qwest may do so by sending an e-mail to the Qwest CMP
Manager, cmocr@Qwest.com. E-mail votes will only be accepted, and included in the tally of the
votes, if received prior to the official close of voting during the voting calllmeeting.

The subject line of the e-mail must include the following:

» "CLEC BALLOT"
• CLEC Name
» Representative Name

The body of the e-mail must include the following:

CLEC Name
Representative Name
Brief description of the issue on which the vote is being taken
Date vote call/meeting is scheduled to be held
CLEC vote

•

•

•

•

If a meeting is scheduled for a vote but a vote is not taken, e-mailed votes will be discarded, In
addition, CLECs who submitted votes by e-mail will be notified that no vote was taken, their votes
were discarded, and that the vote may be taken again at a later date.

In the event a CLEC is present to vote, after submitting an e-mail ballot, such CLEC may cast its
vote at the call/meeting regardless of the e-mail ballot.

11.4.4 Voting Tally Form

The Voting Tally Form serves as a collective record of the individual company vote. The results of
the tally will be included in the meeting minutes as an attached document.

i
l
l

l
1

The form will include the following information:

• Name of Call/Meeting: The name of the call/meeting
• Date of Vote: The date of occurrence
• Subject: The topic or issue that is causing the vote
» Voting Carrier The Carrier's company name
» Voting Participant: Write the name of the Voter that participates in a 'vote' and how the vote

was cast: in person, by phone or by email
• Yes; Place an 'X' in box if agreed with proposed plan
• No: Place an "X" in box if party disagrees with proposed plan

Note: Throughout this document, OSS Interfaces are deNned as existing or new gateways (including application to
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and 'including'mean "including, but not
limited to.'
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Abstain: Any participant may abstain to place a vote by placing an"x" in the box
Result: Qwest shall record the results of the vote in this box

Qwest wil l  announce the results of  the vote, by an e-mail notif ication, no later than f ive (5)
business days following the call/meeting. The result will be included in meeting minutes and
posted on~the web site.

*

Note: Throughout this document, OSS Interfaces are defined as e>dsting or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: ThroUghout this document, the terms 'include(s)" and "including" mean "including, but not
limited to."
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18.0 OVERSIGHT REVIEW PROCESS

Qwest or a CLEC may identify issues with this CMP using the Oversight Review Process. Issues
submitted through this process may include:

• Improper notification under CMP
• No notification under CMP
• issues regarding scope of CMP
• Failures to adhere to CMP
• Interpretations of CMP
• Gaps in CMP

This Oversight Review Process is optional. It wil l  not be used when one or more processes
documented in this CMP are available to obtain the resolution the submitter desires. The
submitter is expected to use such available processes. If a submitter chooses to use this process,
the following applies.

18.1 Guidelines

A submitter must submit a issue for Oversight Review, as outlined in Section 18.2 or 18.4.4
A submitter must raise issues within a reasonable period of time after the submitter becomes
aware of an issue
A response to an Oversight Review issue may be that the resolution requested should be
pursued under a different process in this CMP
If the parties do not agree whether this process applies; the issue will be brought before the
CMP Oversight Committee to determine whether the resolution sought by the submitter is
available through this process or another documented process in this CMP

18.2 Issue Submission
l

An issue may be presented to the CMP body at a monthly CMP Meeting as part of the standing
agenda item relating to the operation and effectiveness of CMP (See Section 2.1) or may be
formally submitted by an e-mail to cmoesc@owest.com and the CMP POC of the carrier that is the
subject of the issue. If the issue is presented at a Monthly CMP Meeting and is not resolved, the
submitter must follow the e-mail submission process.

In the event a party chooses to submit an e-mail as described above, the subject line of the issue
submission e-mail must include:

Company name I
"CMP OVERSIGHT REVIEW ISSUE SUBMISSION"

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)' and "including" mean "including, but not
limited ro."
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The submission e-mail must include appropriate supporting documentation, if applicable, and, to
the extent that the supporting documentation does not include the following information, the
following must be provided:

• Description of issue
» Basis for considering the matter an Oversight Review Issue
• Citation from the Qwest Wholesale Change Management Document that addresses specific

guidelines, if applicable
» Desired resolution
• Contact information including Name, Title, Phone Number, and e-mail address

Qwest must acknowledge receipt of the complete issue submission with an acknowledgement
within one (1) business day. If  the issue submission does not. contain the above-specif ied
information, Qwest must noti fy the submitter within one (1) business day, identi fying and
requesting information that was not originally included. When the issue submission is complete,
the acknowledgement email will include:

• Date and time of issue submission receipt
• Date and time of acknowledgement email

Qwest must issue a notification announcing that an Oversight Review issue has .been submitted
within two (2) business days after receipt of the complete issue e-mail submission. The subject of
the notification will include "CMP OVERSIGHT REVIEW ISSUE SUBMISSION."

18.3 Issue Resolution

18.3.1 Response

The carrier cited in the original submission must respond by email to cmpesc@qwest.com.
Subject line of the Oversight Review issue response e-mail must include:

Company name
"CMP Oversight Review ISSUE RESPONSE"

The response e-mail must include appropriate supporting documentation, if applicable, and, to the
extent that the supporting documentation does not include the following information, the following
must be provided:

Agreement/disagreement with the issue
Reason for agreement/disagreement .
Citation from the Qwest Wholesale Change Management Process Document that addresses
responding company position, if applicable .
Response to desired resolution, and alterative proposed resolution, if applicable

Note: Throughout this document, OSS interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre-
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms 'include(s)' and "including" mean "including, but not
limited to."
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• Respondent contact information including Name, Title, Phone Number, and e-mail address

Qwest must distribute a notif ication with the contents of  the response e-mail within two (2)
business days of receipt. The subject of the notif ication must include "RESPONSE TO CMP
OVERSIGHT REVIEW ISSUE."

18.3.2 Issue Meeting

If the submitter of the Oversight Review Issue is not satisfied with the response provided under
Section 18.3.1, the submitter may request a meeting of Qwest and interested CLECs to discuss
the issue. [Such meeting will be held no later than he (5) business days after the submitter's
meeting request. One of the matters to be addressed at this meeting is whether additional
meetings should be held to address the issue. Such meetings will be open to all CLECs and
QWest snail provide advanced notif ication of such meetings Pursuant to this CMP. Qwest will
provide notitication of the outcome of these discussions within two (2) business days after such
discussions are concluded. The subject of the notif ication must include "OUTCOME OF CMP
OVERSIGHT REVIEW ISSUE." ,

18.3.3 Election to Pursue Issue with CMP Oversight Committee

At any point in the process under Sections 18.2 or 18.3, a participant in the discussions of an
Oversight Review issue may elect to pursue the issue with the CMP Oversight Committee by
sending an email to cmoesc@Qwest.com.

18.3.4 Escalation or Dispute Resolution

If any party is not satisfied with the outcome of this Section 18.3, it may follow the Escalation or
Dispute Resolution Processes.

\

18.4 CMP Oversight Committee

18.4.1 Membership

a

The CMP Oversight Committee wi l l  be comprised of  one representative f rom Qwest, one
representative from each of up to six (6) CLECs, and one representative from. each public utilities
commission that wishes to participate. Members of the CMP Oversight Committee must have a
comprehensive understanding of this CMP. Names of  the members of  the CMP Oversight
Commi t tee wi l l  be l i sted on the Qwest  W holesale CMP websi te at  the f ol lowing URL:
http://vvww.owest.com/wholesale/emp/coc.html. The membership of  the committee has been
established through the end of 2003. For 2004 and each year thereafter, the CLEC membership
will be established on an annual basis through self nomination. If more than six (6) CLECs are

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre-
order, order, .provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, butnot
limited to."
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nominated for membership, the CLECs wil l  rank the nominees. The six (6) highest ranked
nominees will be the CLEC members of the committee for the following year.

18.4.2 Role of the CMP Oversight Committee

The CMP Oversight Committee will act as a subject matter expert regarding the provisions of this
CMP. The CMP Oversight Committee will deliberate on CMP Oversight Review issues and make
recommendations to the CMP body on matters such as interpretation of this CMP and proposed
changes to this CMP. A recommendation of the CMP Oversight Committee may result in a CR to
change this CMP as contemplated by Section 2.1.

18.4.3 Meetings of the CMP Oversight Committee .

Meetings of the CMP Oversight Committee will be called on an ad hoc basis, as needed to
address CMP Oversight Review issues as described in Section 18.4.4, and will be called in the
same manner, and applying the same t ime periods, as set forth in Section 3.0, Change
Management Process Meetings. A CMP Oversight Committee meeting may be held at the end of
a scheduled monthly CMP Meeting. in addition to the CMP Oversight Committee members, other
persons may participate in the CMP Oversight Committee meetings to assist the committee in
understanding the issues, however, final recommendations to the CMP body may only be made by
the CMP Oversight Committee members. In order to conduct a meeting of the CMP Oversight
Committee, a majority of its members must be present in person or by teleconference,

Oversight Review issues may be submitted to'the CMP Oversight Committee in a number of ways:

» When parties disagree on the application of the Oversight Review issue SubMission Process
to an issue that is raised (See Section 18.1) .

• A party submitting a CMP Oversight Review issue under Section 18.2, may direct that the
issue be brought to the CMP Oversight Committee,

» During the proce.ss under Section 18.3, or once that process is completed, a CMP participant
may raise the Oversight Review Issue to the CMP Oversight Committee,

» A CMP Oversight Review issue may be referred to the CMP Oversight Committee during a
Monthly CMP Meeting

18.4.4 Submission of Oversight Review issues to the CMP Oversight Committee

18.4.5 CMP Oversight Review

Qwest must issue a notification announcing that a CMP Oversight Review Issue has been referred
to the CMP Oversight Committee within two (2) business days after such referral is made. This
notification will provide .the information for the meeting of the CMP Oversight Committee. The

*

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User interfaces), connectivity and system functions that support or affect the pre
order. order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout this document, the terms "include(s)" and "including" mean "including, but not
limited to."
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i;!
subject of the notification will include "POTENTIAL CMP OVERSIGHT REVIEW ISSUE
REFERRED TO THE CMP OVERSIGHT COMMITTEE." The notification will solicit from committee
members and submitting carrier, dates during the next ten (10) calendar days on which they are
available to meet to address the issue. Qwest will establish a meeting date will be established
based on the members' and submitting carrier's availability

18.4.6 Status and Recommendations of the CMP Oversight Committee

Status of outstanding Oversight Review issues will be provided at the monthly CMP meetings and
will be posted on Qwest's Wholesale CMP website at the following URL
wviAv.owest.com/wholesaleIcoc.htmL Recommendations of the CMP Oversight Committee will be
distributed to the CMP by e-mail notification with a heading that includes "RECOMMENDATION
OF THE CMP OVERSIGHT COMMITTEE." Such notifications will state the issue and briefly
describe the recommendation and include a link to more detailed information about the issue
Recommendations of the CMP Oversight Committee will be included on the agenda for the next
monthly CMP meeting for discussion by the CMP body. If there is not agreement on a single
recommendation by the CMP Oversight Committee, the notification will include the competing
recommendations discussed by the CMP Oversight Committee

Note: Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-to-
application interfaces and Graphical User Interfaces), connectivity and system functions that support or affect the pre
order, order, provisioning, maintenance and repair, and billing capabilities for local services (local exchange services)
provided by CLECs to their end users

Note: Throughout dlis document, the terms "include(s)" and "including" mean "including, but not
limited to
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Available Dales/Time for

Clarification/Exception Pre-
Meeting
1.

2.

3.

4.

5.

1

l.

Qwest Wholesale Change Management Process

APPENDIX D: SAMPLE CHANGE REQUEST FORM - AS OF 03/03105

Arizona Corporation Commission
DOCKET NO; T~03406A-06-0257
DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 133
Q wat WholesaleProgram

Status :
Date Submitted:

Internal Ret#

"<<"1f§¥"
Originated By:
Company;

Originator: 9 I /
Name, Title, and email/phone#

Area of Change Request:Please click appropriate box(es) and 511 out the section(s)below.
D Product/Process .. [I System

Exception Process Requested:Please click appropriate boxes
El  Yes E l  No
(Exception Process Requests will be considered at the next monthly CMP meeting unless
Exception cadVmee'ting requested)
El Exception call/meeting requested

El Qwest SME(s) requested at Pre-Meeting (list if required) 1

r

I
i

Regulatory or Industry GuidelineCR: Please click appropriate box if you would like the CR tobe considered as a
Regulatory or industry Guidel'me change.
EI Regulatory [I Industry Guideline; Indicate industry forum:

Title of Change:

Description of Change/Exception:

Expected Deliverables/Proposed Implementation Date (if applicable):

Products Impacted:Please Click all appropriate boxes &'also list specific products within product group, if applicable
E Ancil lary D LNP

EI LIDB E] Private Line

[ J  x x D Resale

El 911 El Switched Service

El Calling Name D UDI T

U s s h U Unbundled Loop

[ I  A I N l j ]  UNE

l j ]  DA I] Switching

I] Operation Services El Transport ( Include EUDIT)

El INC III Loop

II] Centrex I f ] UNE-P

El CollocatiOn D EEL (UnE-c)

II] Physical D Other

D  v i n n i El Wireless

El Adjacent I] Lys /Interconnect

© 2005, Qwest Corporation
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Qwest Wholesale Change Management Process

Arizona Corporation Commission
DOCKET no. T-03406A~06-0-57
DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits Of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 134
Qwest WholesaleProgram

D ICDF Collocation

0  O t t er

0 Enterpnlse Data Source

D Other

D Local Switching

I ]  EICT

D Tandem Trans. / TST

El DOT / Dedicated Transport

EI Tandem Switching

Area Impacted: Please click appropriate box.

I] Pre-OrderiNg [I Provisioning

I] Ordering

EJ Billing

I] Maintenance / Repair EI Otimer

8
I

I
Form/Transaction/Process Impacted (MA only):Please click all appropriate boxes

El LSR

El Centrex (CRS)

EI Centrex Split (CRSS)

lj Frame Relay (RFR)

EL Other

El End User (EU)

EI Resale Pvt. Line (RPL)

El Port Service (PS)

D DID Resale (DRS)

Order
El Resale (RS)

U Hunt Group (HG1)

D Number Port (NP)

I] Resale Split (Res)

EI Loop Service (LS)

[I Loop Service w/NP (LSNP)

1] Directory Listings (DL)

I] N - New

I] M - Inside Move

El B - Restore

[:I Other

0 C - Change

D Y - Deny

D R - Record

LSR Activity
0 D - Disconnect

U L - Seasonal Suspend

0 Z - Conv as Spec/No DL

0 T - outside Move

E W - Conversion As Is

D V .- Conversion As Spec

Pre-Order
EL TN Reservation

III CFA Validation

[I Meet Point

EL Loop Quai

El Appointment Scheduler

[I Listing Reconciliation

l

l j  Address Validation El caR

[I Facility Avail. El Service Avail.

lj Raw Loop Data E] DLR

EI Cancel [I Other

E] Local Response

I] Status Updates.

[3 DSRED

EI Completion

E ] Status Inquiry

El Batch Hot Cut

Post-Order
I] PSON , El Billing Completion

EI LSR Notice Inquiry I] LSR Status Inquiry

El Provider Notification D Other

OSS Interfaces Impacted:Please click all appropriate boxes.
© 2005, Qwest Corporation
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Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
August 28,1 2008, Page 135
Qwest Wholesale ProgramQwest Wholesale Change Management Process

l j  C E M R 0  M A  E D I EI  MEDIACC

U  E X A C T E l  M A  G U I E! ProdUct Database

[I  Directory List ing El  HEET El  SATE

E] QORA
El Wholesale Billing Interface

El Ot&1er

I

E

1

© 2005 ,  Qwes t  Corpora t i on 135
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Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01051 B.06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
. 1 August 28, 2006, Page 136

QWest Wholesale Change Management Process Document - 09.13-05

Change Request Form Instructions

_

r

I

The Change Request (CR) Form is the written documentation for submitting a CR for a Product, Process or OSS
interface (Systems) change. The CR should be reviewed and submitted by the individual, which was selected to act
as a single point of contact for the management of CRs to Qwest. Electronic version of the CR Form canbe
downloaded from the Qwest Wholesale WEB Page at http:l/www.qwesLcom/wholesale/ctnp/changerequesthtml.

Product/Process andSystem CRsmay be submittedto Qwest via e-mail at:cmpcr@qwest.com

To input data to the font, use the Tab Key to navigate betweeneach5eld. The following fields on the CR Form
must be completed as a minimum, unless noted otherwise:

1

s

Submitted By *
Enter the date the CR is being submitted to the Qwest CMP Manager.
Enter Company's name and Submitter's name, title,andemaiVPhone #.
Optional - identify potential available dates Submitter is available for a Clarification Meeting.
Optional - enter a Company Internal Reference No. to be identified. .•

Area of Change Request
• Select the type of CR that is being submitted (Product, Process, or Systems).

i

Exception Process Requested
• Originator should indicate if they wish to have the request handled on an exception basis.

Exception requests will be considered at the next monthly CMP meeting, unless the Originator requests an
emergency call/meeting.
Optional - Select Emergency call/meeting requested, if an emergency ed]/meeting is required.
Optional - Originator may request a pre-meeting with Qwest by selecting the Pre-meeting with Qwest requested
box.
Optional - Originator may identify certain Qwest SME(s) to attend the Pre-meeting by selecting the Qwest
SME(s) requested at Pre-Meeting box and listing the SME(s).

Regulatory or Industry Guideline CR
• Select either Regulatory or Industry Guideline if you would like the CR to be considered as a Regulatory or

Industry Guideline change

•

Title of Change
Enter a title for this CR. This should concisely descnlbe the CR.

Descriptionof Change/Exception
• Describe the Functional needs of the change being requested. To the extent practical, please provide examples

to support the functional need and the names of Qwest personnel with whom the originator has been worldng to
resolve the request. Also include the business benefit of this request.
If Exception Process requested, provide reason for seeldng an exception. I

Expected Deliverables/Proposed Implementation Date (if applicable)
• Enter the desired outcome required (e.g. revised process, clarification, improved communication, etc.) and the

desired date for completion. The specific deliverables Qwest must produce in order to close the CR. The
originator should provide as much detail as possible.

Products Impacted - Optional
• To the extent known, check the applicable products that are impacted bythe CR.

© 2005, Qwest Corporation 136
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Exhibit RA-2
August 28, 2006, Page 137

Qwest Wholesale Change Management Process Document -  09-13-05

Area Impacted - Optional
• To the extent known, check the applicable process areas that are impacted by the CR.

OSS Interfaces Impacted - Optional
• To the extent mown, check the applicable systems that are impacted by the CR

Qwest's CMP Manager will complete the remainder of the Form.

_

-1

© 2005, Qwest Corporation 137
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Arizona Corporation Commission .
DOCKET no. T.g3406A-06.g257
DocKEr no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 138

Qwest Wholesale Change Management Process Document - 09-13-05

APPENDIX E: SPEC\AL CHANGE REQUEST PROCESS (SCRP) REQUEST FORM

SAMPLE

Qwest Wholesale Change Management Process (CMP)

Special Change Request Process (SCRP) Form

In the event that a systems CMP CR iS not ranked high enough in prioritization for inclusion in the next
Release, or as otherwise provided in the Qwest Wholesale CMP, the CR.originator may elect to invoke the
CMP Special Change Request Process (SCRP) as described Section 10.3 of the Qwest Wholesale
Change Management Document.

The SCRP may be requested up to five (5) calendar days after prioritization results are posted.
HoWever, the SCRP does not supersede the process defined in Section 5.0 of the Qwest
Wholesale Change Management Process Document.

The information requested on this form is essential for Qwest to evaluate your invocation of the
Special Change Request Process (SCRP). Specific timeframes for evaluating your request are
identified in the Special Change Request section of the Qwest Wholesale Change Management
Process Document.

Complete the application form in ful l  using addit ional pages as necessary, and then submit the
form  to cmoesc@owest.com. Qwest  can
begin processing your request.

All applicable sections must be completed before

Requested By Name: Email Address:

Company Name:

Address:

Primary Technical Contact

Name: Email Address:

Telephone Number: Fax Number:
*

Primary Billing Contact

Name: Email Address:

Telephone Number: Fax Number:

Date of Request :

© 2005, Qwest Corporation 138
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Arizona Corporation Commission
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DOCKET no. T-01051B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 139

Qwest Wholesale Change Management Process Document - 09-13-05
(Completed by Qwest CMP Manager)Date Received:

Provide Qwest Wholesale CMP CR number for which you are requesting the SCRP:

Provide reason for invoking the SCRP.

Provide proposed release to include CR in or proposed implementation date.

4. Provide any additional information that you feel would assist Qwest in preparing the
SCRP quote. .

List contact information for any other companies joining in the SCRP.

Company Name:

Contact Name: Email Address:

Telephone Number. Fax Number:

Company Name:

Contact Name: Email Address:

Telephone Number: Fax Number:

6. List additional contacts, such as technical personnel, who may help us during the
evaluation of this request.

Contact Name: Email Address:

Fax Number:Telephone Number

Contact Name: Email Address:

2.

1.

3.

5.

© 2005, Qwest Corporation 139
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Qwest Wholesale Change Management Process Document - 09-13-05
Fax Number:Telephone Number:

Please submit this form to Qwest in the following manner:

Send an e-mail to the Qwest CMP SCRP mailbox (cmDesc@uwest.com). The subject line of
the e-mail message must include:

• "SCRP FORM"
»CR number and title `
¢CR originator's company name

The text of the email message must include:

Description of the CR
A completed SCRP Form
A single point of contact for the SCRP request including:

Primary requestor's name and company
PhOne number
E-mail address

Circumstances which have necessitated the invocation of the SCRP
Desired implementation date `
if more than one company is making the SCRP request, the names and point of contact
information for the other requesting companies.

F

E
1

© 2005, Qwest Corporation 140



Name of CallIMeeting:
Date of Vote:

Subject:

Voting
Carrier

Voting
Participant (in person, by

phone, or by email)

VOte
YES NO Abstain

I

i
i

i

l

l

Result:

Arizona Corporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01051B-06-0257

Qwest Corporation
Exhibits .of Renée Aibersheim

Exhibit RA-2
August 28, 2006, Page 141

Qwest Wholesale Change Management Process Document -  09-13-05

APPENDIX F: CLEC-QWEST VOTING TALLY FORM

i

*

4

I
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Term Definition

CLEC A telecommunications provider that has authority to provide local
exchange telecommunications service on or after February 8,
1996, unless such provider has been declared an incumbent Local
Exchange Carrier under the Federal.Telecommunications Act of

1996.

Design, Development,
Notification, Testing,
implementation and
Disposition

Design: To plan out in a systematic way. Design at Qwest
includes the Business Requirements Document and the Systems
Requirements Document. These two documents are created to
define the requirements of a Change Request (CR) in greater
detail such that programmers can write system software to

implement the CR.

Development: The process of writing code to create changes to a
computer system or sub system software that have been
documented in the Business Requirements and Systems
Requirements.

Notitication: The act or an instance of providing information.
Various specific notifications are documented throughout this
CMP. Notifications apply to both Systems and Product & Process

changes

Testing: The process of verifying that the capabilities of a new
software Release were developed in accordance with the
Technical SpecMcatiOns and performs as expected. Testing would
apply to both Qwest internal testing and joint Qwest/CLEC testing.

Implementation: The execution of the steps and processes
necessary in order to make a new Release of a computer system
available in a particular environment. These environments are
usually testing environments or production environments.

Disposition: A final settlement as to the treatment of a particular
Change Request.

4

Good Faith "Good faith" means honesty in fact and the observance of
reasonable commercial standards of fair dealing.

History Log A History Log documents the changes to a specific document.
The log will contain the document name and, for each change, the
document version number, change effective date, description of

r
Arizona Corporation Commission
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DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
August 28, 2006, Page 142

Qwest Wholesale Change Management Process Doeument- 09-13-05.

DEFINITION OF TERMS

__

i
1

I
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Term Definition

change, affected section name and number, reason for change,
and any related CR or notification number.

Levelof Effort Estimated range of hours required to implement a Change
Request

OSS Interface

and repair, and billing capabilities for local services

Existing or new gateways (including. application-to-application
interfaces and Graphical User Interfaces), connectivity and system
functions that support or affect the preorder order, provisioning,
maintenance
provided by CLECs to their end users.

OSS Interface Application
to Application Testing

•

•

•

•

Controlled Production
Testing
initial implementation
Testing
Migration Testing
Regression Testing

Controlled Production Testing: Controlled Production process is
designed to validate CLEC ability to transmit transactions that
meet industry standards and comply with Qwest business rules.
Controlled Production consists of submitting requests to the Qwest
production environment for provisioning as production orders with
limited volumes. Qwest and CLEC use Controlled Production
results to determine operational readiness for full production tum-
up.

initial Implementation Testing: This type of application-to-
application testing allows a CLEC to validate its technical
development of an ass Interface before turn-up in production of
new transactions or significantly changed capabilities.

Migration Testing: Process to test in the Customer Testing
Environment a subsequent application-to-application Release from

previous Release. This type of testing allows a CLEC to move
from one Release to a subsequent Release of a specific OSS
interface.

Regression Testing: Process to test, in the Customer Test
Environment, OSS Interfaces, business process or other related
interactions. Regression Testing is primarily for use with no intent'
toward meeting any Qwest entry or exit criteria within an
implementation process. Regression Testing includes testing
transactions previously tested, or certified .

Release

•

•

•

Major Release
Point Release
Patch Release

A Release is an implementation of changes resulting from a CR or
production support issue for a particular OSS Interface There are
three types of Releases for MA.:

• Major Release may be CLEC impacting (to systems code and
CLEC operating procedures) via EDI changes, GUI changes,

Arizona Qorporation Commission
DOCKET no. T-03406A-06-0257
DOCKET no. T-01051 B-06-0257

Qwest Corporation
Exhibits of Renée Albersheim

Exhibit RA-2
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Term Definition

•

•

technical changes, or all. Major Releases are the primary
vehicle for implementing systems Change Requests of all
types (Regulatory, Industry Guideline, CLEC originated and

Qwest originated).
Point Release may not be CLEC code impacting, but may
affect CLEC operating procedures. The Point Release is used
to fix bugs introduced in previous Releases, apply technical
changes, make changes to the Gul, and/or deliver
enhancements to MA disclosed in a Major Release that could
not be delivered in the timeframe of the Major Release .
Patch Release is a specially scheduled system change for the
purpose of installing the software required to resolve an issue
associated with a trouble ticket.

Release Notification A notification distributed by Qwest through the Mailout tool to
provide the information required by the following sections of this
CMP: 7.0 - Introduction of a New OSS interface, 8.0 - Change to
Existing OSS interfaces and 9.0 - Retirement of Existing OSS

Interfaces.

Release Production Date The Release Production Date is the date that a software Release
is first available to the CLECs for issuance of production

transactions.

Software Defects A problem with system software that is not working according to
the Technical Specifications and is causing detrimental impacts to

the users.

Stand-alone Testing
Environment (SATE)

iv

A Stand-Alone Testing Environment is a test environment that can
be used by CLECs for Initial Implementation Testing, Migration
Testing and Regression Testing. SATE takes CLECpre-order and
order transaction requests, passes therequests to the stand-alone
database, and returns responses to the CLEC user. SATE uses
pre-defined testaccount data and requests that are subject to the
same BPL IMNEDI edits as those used in production. The SATE
is intended to mirror the production environment (including
simulation of all legacy systems). SATE is part of the Customer

Test Environment.

Sub-systems A collection of tightly coupled softwaremodules that is responsible
for performing one or more specific functions in an ass Interface.

Subject Matter Expert
(SME)

An individual responsible for products, processes or systems
identified or potentially affected by the CLEC or Qwest request.

i
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Term

-

Definition
When attending a CMP meeting, a SME will either answer specific
quest ions about the request or take act ion i tems to answer

promptly specific questions.

Technical Specifications Detailed documentation that contains all of the information that a
CLEC wi l l  need in order to bui ld a part icular Release of  an
application-to-application OSS interface. Technical Specifications

include:

•

•

1

•

Developer Worksheets
MA Additional Edits (edits from backend OSS interfaces)
Developer W orksheets Change Summary (f ield by f ield,
Release by Release changes)
EDI Mapping and Code Conversion Changes (Release by

Release changes)
Facility Based Directory Listings
Generic Order Flow Business Model

A chapter for each transaction or product which includes a
business (OBFforms to use) description, a business model
(electronic t ransact ions needed to complete a business
function), trading partner access information, mapping

examples, data dictionary

Technical Specification Appendices for MA include:

•

Q

The above list may vary for non-IMA application to application

interfaces

Version
A version is the same as an OSS \interface Release (Major or Point

Release)
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BEFORE THE ARIZONA CORPORATION COMMISSION

IN THE MATTER OF ESCHELON TELECOM
OF ARIZONA, INC.

Complainant,

VS

QWEST CORPORATION

Respondent.
AFFlDAVlT OF
RENEE ALBERSHEIM

STATE OF COLORADO
COUNTY OF DENVER

)
)

;
) DOCKET no. T-03406A-06-0257
) T-01051 B-06-0257
)
)
)
)
)
)
)
)  :
)
)
)
)

SS

Renee Albersheim, of lawful age being first duly sworn, deposes and states:

1. My name is Renee Albersheim. i am a Staff Witnessing Representative for
Qwest Services Corporation in Denver, Colorado. I have caused to be f iled
written direct testimony in Docket Nos. T-03406A-06-0257 and T-01051B-06-
0257.

2. I hereby swear and affirm that my answers contained in the attached testimony to
the questions therein propounded are true and correct to the best of  my
knowledge and belief.

Further affiant sayer not.

i
. 4

SUBSCRIBED AND SWORN to before me this J?

3 . 4  A  I 4 . 4 4
Renée Albersheim

day of August, 2006.

Q
Q

Notary Public

'1/'13/9-(B©
x

My Commission Expires:
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Commissioner
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AGAINST QWEST CORPORATION
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Arizona Corporation Commission
Docket No. T-03406A-06-0-57
Docket No. T-01051 B-06-0257
Qwest Corporation
Rebuttal Testimony of Renee Albersheim
Page 1, February 13, 2006

1 I. IDENTIFICATION OF WITNESS

Q. PLEASE STATE YOUR NAME, OCCUPATION AND BUSINESS ADDRESS.2

3

4

5

6

My name is Renée Albersheim. I am employed by Qwest Services Corporation,

parent company of  Qwest Corporat ion ("Qwest"),  as a Staf f  W itnessing

Representative. I am testifying on behalf of Qwest.

1801 California Street, 24th floor, Denver, Colorado, 80202.

My business address is

7

8

9 A.

Q. ARE YOU THE SAME RENEE ALBERSHEIM THAT SUBMITTED TESTIMONY

IN THIS CASE ON AUGUST 28, 2006?

Y€S,'l am.

10 ll. PURPOSEOF TESTIMONY

Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY?11

12 A.

13

14

15

16

17

18

19

20

21

22

The purpose of my testimony is to reply to portions of the testimony of Ms.

Pamela Genung, filed on behalf of the Commission Staff. Ms. Genung correctly

f inds that (1) Qwest does not discriminate when expediting the provision of

unbundled loops for CLEC customers, and (2) that the maintenance and repair

provisions of Eschelon's ICA have no bearing on this complaint. However, Ms.

Genung incorrectly f inds that the current Expedite and Escalations process

developed in the Commission approved CMP is in conflict with the terms of

Eschelon's current ICA. To the contrary, as l explained in my direct testimony,

the current version of the Expedite and Escalations process developed in the

Commission approved CMP is in complete harmony with the terms of Eschelon's

current ICA.

23

24

Ms. Genung also recommends that the Commission order Qwest to make

Version 11 of  the Expedite and Escaiat ions process developed in the

A.

I



Arizona Corporation Commission
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Docket No. T-01051 B-06-0257
Qwest Corporation
Rebuttal Testimony of Renée Albersheim
Page 2, February 13, 2006

t

2

3

4

Commission approved CMP - instead of Versions 27 and 30 of the process -

available to "all CLEC's via an amendment to the CLEC's current interconnection

Agreement." This recommendation flies in the face of the negotiation process set

forth in Sections 251/252 of the Act.

5

6

7

Ms. Genung also recommends that Qwest "include a definition of designed and

non-designed services in its Arizona tariffs." This is unnecessary as the tariffs

set forth the products to which the tariff is applicable.

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

Ms. Genung also recommends that "a performance measurement for expedites

of unbundled loops be developed through the CMP - .. There is already a

process available for making recommendations for new performance measures

of PlDs. A process already exists where a CLEC (or Commission Staff) can

make a recommendation to add a pie, and the request can be vetted and a

However, there is .not sufficient demand for expedites of

unbundled loops to justify a stand-alone pie. Finally, once Qwest agrees to an

expedited interval, Qwest has an obligation to meet the accelerated due date,

and such orders are already maintained in measure 'QP-3 (commitments met) for

unbundled loops. Thus, the Commission can already see how well Qwest is

provisioning unbundled loops based upon either the standard interval or the

expedited interval, Data for the last 12 months in Arizona for analog loops shows

that Qwest has met between 95.2% and 99.8% of unbundled loop orders each

month. This is substantially in excess of the 90% benchmark set by the

Commission. Qwest's performance clearly provides CLECs with a meaningful

decision made.

opportunity to compete.

24

25

Finally, Ms. Genung recommends that Qwest and Eschelon "include expedites of

the installation of Unbundled Loops in their interconnection Agreement
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1

2

negotiations." Qwest and Escheion have already done that, and the arbitration is

set to be tried before the Commission in March 2007.

3 Ill. STAFF FINDINGS IN SUPPORT OF QWEST'S POSITIONS

4
5

A. Qwest's Expedite Process Provides CLECs with a
"Superior Service"

6

7

8 A.

9

1 0

11

12

1 3

1 4

Q. DOES STAFF FIND THAT QWEST'S EXPEDITE PROCESS IS

DISCRIMINATORY?

No. Ms. Genung states at page 32 of her Testimony that, "Based on the facts of

this case, Staff does not support a finding of discrimination. Thus, the Staff

agrees with Qwest that it  makes expedites available to CLECs including

Eschelon on a non-discriminatory basis. Staff understands that Qwest makes

one process available for design services (the "Pre-Approved Expedites"

process) and a separate process available for POTS/non-designed services (the

"Expedites Requiring Approval" process)."

15

16

Q. EVEN THOUGH THE STAFF AFFIRMATIVELY FINDS PARITY IN

PROCESSES, WHAT DOES THE STAFF RECOMMEND?

17 A.

18

19

The Staff recommends that Qwest be forced to offer Version 11 of the Expedite

and Escalations process developed in the Commission approved CMP to all

CLECs.

20 Q. WHAT IS THE NET EFFECT OF THIS RECOMMENDATION?

*

21

22

23

A. The net effect of this recommendation is that the Staff is recommending that

Qwest be forced to offer superior service to the CLECs in the provision of

Expedites and Escalations. The 8th Circuit Court of Appeals has already held
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1

2

that it is illegal as a matter of law to order lLECs like Qwest to offer superior

service?

3

4

5

However, it is important to recognize that the Staff is correct that expediting an

order for a CLEC provides a superior service to the CLEC. That means several

important points necessarily follow, specifically:

6
7

• The terms of the 1996 Act do not dictate the provisions of expedited
orders,

8

9

10

As Terri Million explains, it is improper as a matter of law to set rates for

expedites according to TELRIC principles, or even in a cost docket

proceeding, and,

11 The only question is the terms of the CLEC's interconnection agreement.

12

13

14

15

16

17

18

19

Section 252(a)(1) allows a party to enter into provisions in the ICA that have no

bearing - one way or the other - on the terms of the Act? Thus, the question

comes down to whether Eschelon had a right under the terms of its existing ICA

to obtain expedites of unbundled loops free of charge. As I explained in my

direct testimony, and as I will explain again below, Eschelon's current leA does

not give them a right to obtain expedites free of charge. As the Staff itself

recognized, the ICA specifically contemplates that Eschelon will pay a fee to get

an order expedited.

1 See e.g., Iowa uffiffies Board v. AT&T,120 F.3d 753, 812-813 (Sth Cir. 1997), ai?'d in part and rev'd in
83/'t, 525 U.S. 366, 397 (1999).

Verizon New Jersey, Inc. v. integrity Teleconfent Servs., Inc.219 F. Supp. ad 616, 632-33 (D.N.J. 2002) ,
see also Net2 Globe ln1"l, Inc. v. Time Warner Telecom of N.Y., 273 F. Supp ._2d 436, 459 (S.D.N.Y. 2003)
("while § 251 requires interconnectivity among telecommunications carriers ..
agreement ...
the [local exchange carrier] be governed directly by the specific agreement rather than the general duties
described ... in section 251"') (quoting Law Offices of Curtis V. Trinko, LLP v. Bell Atlantic Corp., 305
F.3d 89 (2d Cir. 2002), rev'd and remanded on other grounds sub nom. Verizon Communications, inc. v.
Law On ices of Cutis ll Trinko, 540 U.S. 389 (2004)).

. [o]nce an interconnectivity
is formed and approved by government regulators, 'the Communications Act intends that
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1

2

3

4

5

6

Q. STAFF FURTHER STATES THAT THERE IS NO RETAIL ANALOG FOR

EXPEDITES IN THE INSTALLATION OF UNBUNDLED LOOPS. IS THAT

CORRECT?

Yes, that is correct. As I explained in my direct testimony, every commission to

consider the issue has decided that the ordering and provisioning of unbundled

analog loops does not have a retail analog.

7 Q. WHAT IS THE SIGNIFICANCE OF THIS STAFF FINDING?

8 A.

9

10

11

12

13

14

15

The Commission has already found that Qwest provides a meaningful

opportunity for CLECs to oompete by provisioning unbundled analog loops in an

average of 6 business days. The Commission also set a standard interval for the

provision of unbundled loops to be 5-days. Thus, expediting the orders for an

unbundled loop is providing superior service to the CLECs far beyond that

necessary to provide them a meaningful opportunity to compete. Thus, just as l

stated before, this recommendation also establishes that expediting orders for

unbundled loops is a superior service.

16 B. Repair Language is Irrelevant

Q. DOES STAFF AGREE WITH QWEST THAT ESCHELON'S REFERENCES TO

REPAIR LANGUAGE IN ITS INTERCONNECTION AGREEMENT IS

IRRELEVANT?

17

18

19

20

21

22

23

24

A.

A. Yes. Ms. Genung states at page 28 of her testimony that, "Eschelon's Complaint

addresses the refusal by Qwest to provide repairs for disconnects in error. Staff

believes that the general repair provisions are irrelevant to this Complaint

because Eschelon did in fact place an order with Qwest to disconnect the

customer's circuit. Therefore, there was no Qwest caused error that resulted in a
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H

1

2

disconnection that would bring the disconnect in error repair intervals into play.

This conclusion is in perfect harmony with my direct testimony.

3
4

c. The Distinction between Designed and Non-Designed
Services

Q. DOES STAFF RECOGNIZE THAT THERE IS A DISTINCTION BETWEEN

DESIGNED AND NON-DESIGNED SERVICES?

5

6

7

8

Yes. Ms. Genung acknowledges that there is a difference in her discussion of

definitions of these terms in the tariffs on page 23 of her direct testimony.

9

10

11

12

13

14

15

16

17

18

19

20

21

Q. DOES IT FOLLOW THAT QWEST'S TARIFFS SHOULD BE CHANGEDTO

INCLUDE DEFINITIONS FOR DESIGNED AND NON-DESIGNED SERVICES

IN ITS ARIZONA TARIFFS AS ms. GENUNG RECOMMENDS ON PAGE 40

OF HER TESTIMONY?

No. There is no reason to define "design services" in the applicable tariff. The

parties purchasing out of the tariff are not focused on the systems from which

Qwest provisions the facility in question. They simply want to know the services

they can order out of the tariff. The tariff defines the types of circuits that a

customer can purchase from the tariff in question. For example, the AZ QC

Competitive , Private Line Transport Services Price Cap Tarif f  specif ically

identifies us WEST DS1 Service and us WEST DS3 Service. There is simply

no need to define "design services" as it will not help the customers better

understand the service they are ordering.

A.

A.

4



Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation
Rebuttal Testimony of Renée Albersheim
Page 7, February 13, 2006

1 Iv. ERRORS IN STAFF'S INTERPRETATION OF THE CURRENT ICA

2
3
4

A. The Current ICA Gives Eschelon the Right to Request an
Expedite and Gives Qwest the Right to Refuse to Expedite the

Order

5

6

Q. HOW DOES Ms. GENUNG INTERPRET THE CURRENT ICA BETWEEN

ESCHELON AND QWEST_

7 A.

8

9

10

11

12

13

14

15

16

Ms. Genung f inds that Qwest's current interconnection agreement gives

Eschelon the right to obtain expedites for orders of unbundled loops according to

the Expedites and Escalations process set forth in Version 11 of the process

created in the Commission approved CMP. Ms. Genung makes th is

recommendation because she bel ieves that  the current  Expedites and

Escalations process created in the Commission-approved CMP either conflicts

with rems of Eschelon's current ICA or would abridge the rights of Eschelon

under this agreement. As \ have stated above, I agree with many of  Ms.

Genung's recommendations, however,  on this point l  d isagree with her

conclusion.

17

18

19 A.

Q. PLEASE RESTATE THE' LANGUAGE OF THE ENABLING LANGUAGE OF

THE CMP.

As \ stated in my direct testimony on page 24:

20 The CMP Document clearly states in its introduction:

21
22
23
24
25
26
27
28

In cases of conflict between the changes implemented through this
CMP and any CLEC interconnection agreement (whether based on
the Qwest SGAT or not), the rates, terms and conditions of such
interconnection agreement shall prevail as between Qwest and the
CLEC party to such interconnection agreement. in addition, if
changes implemented through this CMP do not necessarily present
a direct conflict with a CLEC interconnection agreement, but would
abridge or expand the rights of a party to such agreement, the
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1

2

rates, terms and conditions of such interconnection agreement shall
prevail as between Qwest and the CLEC party to such agreement.

3
4
5
6
7
8
9

10
11
12

None of the parties felt that the CMP should be used as a mechanism
to subvert commitments established via Interconnection Agreements.
But the converse should also be true. Interconnection Agreements
should not be used as mechanism to subvert the CMP.
interconnection Agreements should not contain such product, process
and systems operational specifics that these items cannot be managed
via the CMP as intended. Any such provisions in an interconnection
agreement would make it impossible for the CMP participants to
change without first obtaining an amendment (and agreement from the
parties) to that interconnection Agreement.

13 As Ms. Jill Martain explains in her rebuttal testimony, it is undisputed that

14

15

16

Eschelon has used the CMP to modify the Expedites and Escalations process.

Thus the facts show that Eschelon itself recognizes that the CMP is the proper

vehicle to modify the Expedites and Escalations process underlying the parties'

17 ICA. Now, Esche\on is trying to use the language of the ICA to subvert the CMP.

18

19

20

Eschelon's position is internally inconsistent. Eschelon's conduct pre-dating this

Complaint establishes what Eschelon itself knows is the truth - the process for

expediting orders can be modified in the Commission approved CMP.

Q. MS. GENUNG BASED HER ANALYSIS ON SECTIONS 3.2.2.13, 3.2.4.2.1 AND

3.2.4.4 OF THE ICA. DID Ms. GENUNG GIVE FULL WEIGHT TO ALL OF THE

LANGUAGE IN THESE SECTIONS OF THE ICA?

21

22

23

24

25

26

27

A. No. Ms. Genung appears to interpret the terms in these sections of the contract

as giving Eschelon an absolute right to expedites, however, in the process, Ms.

Genung ignores language in these contract provisions which leave it to Qwest's

discretion as to whether to grant an expedite. Section 3.2.2.1 .3 states:

Q



Arizona Corporation Commission
Docket No. T-03406A~06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation
Rebuttal Testimony of Renée Albersheim
Page 9, February 13, 2006

1
2
3
4
5
6

Expedites: U s WEST shall provide CO-PROVIDER the capability
to expedite a service order. \nth in two (2) business hours after a
request from CO-PROVIDER for an expedited order, U S WEST
shall notify CO-PROVIDER of U S WEST's confirmation to
complete, or not complete, the order within the expedited
interval. (emphasis supplied).

7

8

9

10

Based on the complete language in this section, Qwest has the discretion to

determine whether or not to expedite an order. The ICA does give Escheion the

right to request expedites, but the ICA gives Qwest the right refuse to expedite

an order.

11 Other provisions of the parties' current ICA make the same point:

12
13
14
15
16

32.4.3.1 If CO-PROVIDER requires a due date earlier than the U
S WEST offered due date and U S WEST agrees to meet the CO-
PROVIDER required due date, then that required due date
becomes the committed due date and expedite charges may apply,
(emphasis added)

17
18
19
20
21
22

3.2.4.4 Subsequent to an in it ia l order submission, CO-
PROVIDER may request a new/revised due date that is earlier than
the committed due date. If  U S WEST agrees to meet that
newlrevised due date, then that new/revised due date becomes
the commit ted due date  and expedi te  charges may apply.
(emphasis added)

23

24

25

26

27

Thus, the part ies'  current ICA makes plain on numerous occasions that

expedited due dates only apply when Qwest agrees to expedite the order.

Again, the ICA does not give Eschelon the right to obtain expedited orders, it

simply gives Eschelon the ability to request expedited orders. Qwest has never

denied Esohelon the ability to request an expedited order. 4
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1 Q . DOES THE CURRENT EXPEDITE PROCESS CREATED IN THE

2 COMMISSION APPROVED CMP ABRIDGE THE RIGHTS EXTENDED TO

3 ESCHELON IN ITS ICA?

4 No. In fact, the Staff's interpretation of the ICA abridges the rights extended to

5

6

Qwest under the IcA, As I stated in my direct testimony, the current ICA states

on numerous occasions that Qwest is entitled to compensation for expediting

orders for Eschelon. Attachment 5 of the ICA contains three specific statements7

8 that expedite charges may apply:

9
10
11

32.4.2.1 If CO-PROVIDER requests a due date earlier than the
standard due date interval, then 'expedite charges may apply,
(emphasis added)

12
13
14
15
16

32.4.3.1 If CO-PROVIDER requires a due date earlier than the
U S WEST offered due date and U S WEST agrees to meet the
CO-PROVIDER required due date, then that required due date
becomes the committed due date and expedite charges may
apply.(emphasis added)

17
18
19
20
21
22

3.2.4.4 Subsequent to an initial order submission, CO-
PROVIDER may request a new/revised due date that is earlier
than the committed due date. if U S WEST agrees to meet that
new/revised due date, then that new/revised due date becomes
the committed due date and expedite charges may apply.
(emphasis added)

23

24

A.

Ms. Genung recognizes these express provisions of the ICA, yet still concludes

that Qwest is obligated to expedite o°rders for unbundled loops free of charge.
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1 Q. GIVEN THAT THE ICA CONTAINS EXPRESS LANGUAGE GIVING QWEST

THE RIGHT TO COMPENSATION FOR EXPEDITING ORDERS, HOW DOES2

3 STAFF REACH THE CONCLUSION THAT ESCHELON IS ENTITLED TO

4 EXPEDITES FREE OF CHARGE?

5 A.

6

7

8

Staff finds that there was a period of time when the Commission approved CMP

had a process in place to expedite orders for all products according to the

"Expedites Requiring Approval" process at no cost to CLECs. Thus, Staff goes

to the process created in CMP for expedites - not to the language of the parties'

ICA - to conclude that Eschelon has a right to obtain expedites at no cost.9

10

11

12

to

14

15

Staffs reliance on the expedite process created in the Commission approved

CMP to determine the rights of the parties under their ICA makes Qwest's point.

The process for determining whether and when an order can be expedited is

dictated in the CMP. Eschelon should not be able to use the CMP process to

modify the Expedites and Escalations process, and then refuse to accept the

changes made in the CMP to that very process.

16

17

18

19

The plain language of the ICA gives Qwest the right to compensation when it

expedites an order. Eschelon cannot claim "conflict" with the ICA or abridgment

of rights ~under the ICA when Qwest seeks to obtain payment that the plain

language of the ICA entitles Qwest to receive.
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1
2

B. The ICA and the Current Expedite Process Are Not in
Conflict

Q. STAFF SUGGESTS THAT THE CURRENT EXPEDITE PROCESS IS IN

CONFLICT OR ABRIDGES THE RIGHTS OF THE PARTIES UNDER THE

CURRENT ICA. DOES QWEST AGREE?

3

4

5

6

7

8

9

10

11

12

13

14

15

16

No. As I stated above, the current expedite process does not conflict with the

parties' ICA. The ICA states that Eschelon can request expedites, and if Qwest

agrees to expedite the order, that expedite charges may apply, The current ICA

gives Qwest the right to determine whether or not to expedite an order. Under

the terms of the current ICA, Qwest does not violate the agreement by refusing to

expedite orders for design services unless Eschelon agrees to pay a $200 per

day fee. The current expedite process does not alter the plain language of the

ICA. If anything, the current expedite process gives CLECs more certainty that

expedites will be granted by establishing the conditions under which expedites

are automatically approved. This will be discussed further in the testimony of Jill

Martain.

17
18

c. Staff's Concern with 2-wirel4-wire Loops is Irrelevant to
This Case

Q. MS. GENUNG SPENT SOME TIME DISCUSSING THE ADDITION OF 2-

WIREI4-WIRE UNBUNDLED LOOPS TO THE PRE-.APPROVED EXPEDITE

PROCESS IN VERSION 27 OF THE EXPEDITE PCAT.' IS THAT FACT

RELEVANT TO THE SPECIFIC CUSTOMER NAMES IN THIS COMPLAINT?

w e

19

20

21

22

23 A.

24

25

No. it is undisputed that Eschelon's original order for the named customer in this

case was for a DS1-Capable Loop. DS1-Capable Loops were already part of the

Pre-Approved Expedite process when version 27 of the PCAT was released.

A.

s See Genung Direct pages 30-32.

fn
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1
2
3

Thus, the Staffs testimony about how Versions 27 and 30 of the Expedite and

Escalations process impacted the products for which Eschelon could expedite an

order has no impact on the named customer in this case.

4
5

D. Performance Measures Are Not Appropriate for
Expedites .

6

7

8

9

10

11

Q. ms. GENUNG RECOMMENDS THAT A PERFORMANCE MEASUREMENT

FOR EXPEDITES OF UNBUNDLED LOOPS BE DEVELOPED THROUGH

CMP.' IS THAT APPROPRIATE?

No. Performance measures are not developed in the CMP. A process for

updating performance measures has been developed separately and is

explained in detail on the Qwest Wholesale Website.5 .

12

13

Q. DOES QWEST ALREADY TRACK HOW WELL IT MEETS PROMISED DUE

DATES WHEN IT PROVISIONS UNBUNDLED LOOPS?

14

15

Yes. Performance Measure OP-3 is entitled "Commitments Met." The exact

language of O-3 reads:

16
17

Measures the percentage of orders for which the scheduled due date is
met.

18
19
20
21
22
23
24

All inward orders (Change, New, and Transfer order types)
assigned a due date by Qwest and which are completed/closed
during the reporting period are measured, subject to exclusions
specified below, Change order types included in this measurement
consist of all c orders representing inward activity. Also included
are orders with customer-requested due dates longer than the
standard interval. *

A.

A.

4 See Genung Direct page 40.
5 The process for requesting modification to PlDs is available at

httn:// nwestcom/wholesale/ciecslreumodbid.html on Qwest's Wholesale website.
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1
2
3
4
5
6
7
8

Completion date on or before the Applicable Due Date recorded by
Qwest is counted as amet due date. The Applicable Due Date is
the original due date or, if changed or delayed by the customer, the
most recently revised due date, subject to the following: If Qwest
changes a due date for Qwest reasons, the Applicable Due Date is
the customer-initiated due date, if any, that is (a) subsequent to the
original due date and (b) prior to a Qwest-initiated, changed due
date, if any

9

10

11

12

13

This measurement is based upon the date of delivery returned in a Firm Order

Confirmation. If Qwest agrees to expedite an order an FOC will so reflect the

expedited date. Thus, Qwest's provisioning of expedited orders for unbundled

loops are already being measured, albeit in a measure that includes all orders for

loops.

14

15

16

17

18

19

Qwest tracks this performance for many different types of unbundled loops. A

vast percentage of the unbundled loops ordered by CLECs are analog loops, and

during the 271 process, the Commission found that Qwest needed to provision

90% of those loops by the date set forth in the FOC, The last year of data shows

that Qwest far exceeds the 90% measure each and every month. indeed, Qwest

provisions between 95.2% and 99.8% of analog loops each month.
7

20

21

22

23

24

25

This data shows that Qwest provides CLECs - including Eschelon - with a

meaningful opportunity to compete. There is simply no need for a new pie.

Moreover, this is not the proper forum to recommend issuance of a new pie. If

Staff wants a new PlD on expedites, the matter should be raised in the PID

Management Process? Then the request can be fully explored. Qwest would

recommend against a new PID for several reasons including: (1) expedited

Q

s A Link to the Performance Indicator Definitions can be found at
hm:// .qwest.com/whoiesale/results/roc.htmI .

7 A link to Qwest's current performance in Arizona can be found at
htto1//www.dwest.com/wholesale/results/roc,html .

s Further information regarding the PID Management process can be found at
www.qwest.com/whoiesale/resuits/index.html .
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1
2
3.
4
5
6

service is not a 251 obligation, but a superior service, therefore it is inappropriate

for such a PID to be mandated, (2) the volumes of expedited orders is relatively

small, therefore, there is no need for a new pie, and, (3) Qwest is making

expedited orders available to CLECs as a benefit to them, under no circumstance

should Qwest be penalized for trying to be a Good Samaritan and of fer

something to CLECs that it is not legally obligated to provide.

7

8

9

ID

11

12

13

14

15

DOES IT  FOLLOW THAT EXPEDITE PERFORMANCE NEEDS TO BE

MEASURED?

No. The speed of an expedite was not at issue in this case. The issue was

whether or not  an expedite should have been granted and under what

circumstances. If Staffs intent was to measure how often expedites are granted,

there is no indicator to determine how often expedites should be granted. Each

case is specific to the individual order in question. Finally, Staff has not provided

any basis to demonstrate that such a performance measure is needed or

otherwise required.

16
17

E. The Rate for Expedites Should Not Be Considered In the
Next Cost Docket

18

19

Q. STAFF RECOMMENDS THAT THE RATE FOR EXPEDITES BE CONSIDERED

IN THE NEXT COST DOCKET." DOES QWEST AGREE?

20

21

22

23

24

25

No. As I stated in my direct, and as was discussed in the direct testimony of

Theresa K. Million, expediting orders for Eschelon or any CLEC constitute a

superior service. As I stated above, Staf f 's testimony goes a long way to

establishing that expedited orders constitute a superior service. As such, it is

inappropriate to consider the rates for expedites in a cost docket. This will be

discussed further in the rebuttal testimony of Theresa K. Million.

Q.

A.

A.

9 See Genung Direct at page 40.
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1

2

F. Forcing Withdrawal of ICA Amendments is a Violation of
the Act

Q.3

4

5

6

STAFF RECOMMENDS THAT QWEST BE REQUIRED TO TELL ALL CLECS

THAT SIGNED AN EXPEDITE AMENDMENT THAT THE PROCESS IS

OPTIONAL, AND DOES NOT ABRIDGE THEIR RIGHTS UNDER THEIR

EXISTING ICAS. IS STAFF'S RECOMMENDATION APPROPRIATE?10

7

8

9

10

11

12

13

14

15

16

~No. This case is a dispute between two parties, Eschelon and Qwest. The facts

in this case are specific to Eschelon's current Interconnection Agreement, which

has been in effect for over six years. it is not appropriate to issue an order

impacting all CLECs and all interconnection agreements based on the facts in

this one case. Qwest has not put forward facts about other CLECs and their

leAs. Qwest does not agree that the expedite process is in conf lict with

Eschelon's current interconnection agreement, much less any other CLECs

agreement. As further discussed in the testimony of Jili Martain, Qwest believes

that the current expedite process has been properly developed through the CM P

and does not need to be redesigned.

17

18

Q. IS STAFF'S RECOMMENDATION CONSISTENT WITH THE TERMS OF THE

TELECOMMUNICATIONS ACT?

No.19

20

21

22

23

Section 252(a)(1) specifically gives all parties who enter into voluntary

agreements the ability to "enter into a binding agreement .. - without regard to

the standards set forth in subsections (b) and (c) of Section 251."

uniformly held that parties have the right to enter into voluntary agreements, and

that such agreements are binding on the parties." The Staffs recommendation

Courts have

A.

A.

10 See Genung Direct pagel36.
Verizon New Jersey, Inc. v. Nfegrity Telecontenf Sews., Inc. 219 F. Supp. 2d 616, 632-33 (D.N.J.

2002), see also Nef2Globe lnt'l, Inc. v, Time Warner Telecom ofn.y., 273 F. Supp. 2d 436, 459 (S.D.N.Y.
2003) ("whi le § 251 requires interconnect ivi ty among telecommunicat ions carr iers . . .  [o]nce an
interconnectivity agreement ... is formed and approved by government regulators, 'the Communications
Act intends that the [local exchange carrier] be governed directly by the speciEs agreement rather than

11
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1

2

3

to negate several voluntarily negotiated contract amendments wherein parties

agreed to compensate Qwest to expedite orders $200/day is without precedent

and would violate the plain language of the Act.

4 v. CONCLUSION

5 Q. PLEASE SUMMARIZE YOUR TESTIMONY.

6

7

8

9

10

11

12

My testimony responds to the testimony of Staff Witness Pamela Genung. I

discuss Staff's agreement with Qwest that the current expedite process is not

discriminatory. Staff also agrees with Qwest that repair language in the ICA and

tariffs is irrelevant to this case which is about expediting an order for service.

And Staff recognizes that there is a difference between designed and non-

designed service. These conclusions raised by Staff establish, in and of

themselves, that Eschelon seeks a superior service from Qwest.

13

14

15

16

17

18

19

20

I also discuss those issues on which Staff and Qwest disagree, and why the

Commission should adopt Qwest's position on those issues. Qwest does not

agree with Staff that Eschelon has the right through the terms of its ICA, to

receive expedites for free. The rems of the current ICA clearly state that

expedite charges may apply, The current Qwest expedite process does not

conflict with the current ICA, therefore it is not necessary to redevelop the

expedite process in the CMP. This issue is discussed further in the testimony of

Jill Martain.

21

22

Staffs concern with 2-wire and 4-wire uribundled loops is irrelevant to this case.

The loop at issue in this case was a DS1 capable loop.
Q

A.

the general duties described
Atlantic Corp., 305 F.3d
Communications, Inc. v, Law Offices of Curtis V Trinko, 540 U.S. 389 (2004)).

... in section 251'") (quoting Law Offices of Curtis V. Trinko, LLP v. Bell
89 (ad Cir. 2002), rev'd and remanded on other grounds sub nom. Verizon
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1

2

3

it is not appropriate to develop a separate performance measure for expedites.

Qwest is already measured on its due date performance, and the present

measures of installation commitments include expedited orders.

4

5

6

7

The rate for expedites should not be considered in the next cost docket.

Expedites are not UNEs but superior services, and therefore it is not appropriate

to set the rate for expedites in a cost docket. This issue is discussed further in

the testimony of Teresa K. Million.

8

9

And finally, forcing withdrawal of ICA amendments, as recommended by Staff,

would violate the plain language of Section 251(a)(1) of Telecommunications Act.

10 Q. DOES THIS CONCLUDE YOUR TESTIMONY?

11 A. Yes, it does.
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1 IDENTIFICATION OF WITNESS

2

3

4

5

6

PLEASE STATE FOR THE COMMISSION YOUR NAME, ADDRESS AND

OCCUPATION.

My name is Jill Martain and l am currently employed by Qwest Corporation as a

Manager for Process Management. My business address is 250 E. 200 South,

Salt Lake City, Utah.

7

8

9

Q. ARE YOU THE SAME JILL MARTAIN THAT FILED DIRECT TESTIMONY ON

AUGUST 28, 2006 IN THIS PROCEEDING?

Yes, I am.

1 0 ll. PURPOSE OF TESTIMONY

11

12

13

14

15

PLEASE STATE FOR THE COMMISSION YOUR REASON FOR T HIS

TESTIMONY.

I am responding to the testimony of Ms. Pamela Genung of the AZ Staff. Most of

my testimony is to clarify inaccuracies in Ms. Genung's testimony, however, I

also make additional points in response to her testimony.

16 REBUTTAL OF THE ARIZONA COMMISSION STAFF

Q. PLEASE PROVIDE YOUR OVERALL ASSESSMENT OF THE AZ STAFF'S

TESTIMONY.

17

18

19 A.

20

21

22

23

24

25

Q.

A.

A.

Q.

A.

The Staff's testimony, in effect, argues that Qwest has an obligation to utilize

Version 1 of the Expedites and Escalations process, because it was the process

in place at the time Eschelon opted into its interconnection agreement (ICA) with

Qwest in calendar year 2000. Despite this, the Staff  goes on to state that

Eschelon should be able to take advantage of changes made to the Expedites

and Escalations process in the Change Management Process (CMP) that

Eschelon likes. For example, Version 6 of the Expedites and Escalations

I .
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1

2

3

4

process documented that expedites would be allowed for Medical Emergencies.

Moreover, two additional scenarios were added to the process at Eschelon's

request (Version 22). At the same time, Staff is recommending that Qwest not

be able to take advantage of Versions 27 and 30 also approved in the CMP.

5

6

7

8

9

Thus, Staff recommendations are internally inconsistent. On one hand, they

recommend authorizing certain changes to the Expedites and Escalations

process even though they were created in the CMP. On the other hand, they

recommend against Versions 27 and 30 because they were implemented in the

CMP.

10

11

12

13

14

15

Eschelon is the most active participant in the CMP. They recommend and utilize

process changes in the CMP all the time. Their actions and involvement in the

CMP show that the processes modified in their ICA have been modified time and

again in the CMP. The argument that the Expedites and Escalations process

underlying Eschelon's ICA has been rendered static since the signing of the ICA

is belied by the record evidence.

16

17

18

19

20

21

22

Q. DESCRIBE CRITICAL CHANGES MADE TO THE EXPEDITES AND

ESCALATIONS PROCESS IN THE CMP, BEGINNING WITH VERSION no. 1.

Many changes have been made to the Expedite PCAT. As illustrated below, the

documentation started with getting the existing process documented externally,

then went on to add many clarifications (not process changes) in an effort to get

the undocumented process clarif ied in more detail. in conjunction with the

clarifications, actual process changes were implemented through the CMP.

1

23

24

A.

Version 1 of the PCAT was created because the expedite process was not

documented anywhere for the CLEC community and current procedures needed

to be described. Version 1 was to document an already existing undocumented

process that was in place and had been utilized by Qwest for some time
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1

2

3

4

5

6

7

As with all processes that evolve in the CMP, Version 6 (that added additional

clarifying information on how to expedite a request) and Version 8 (further

clarifying how expedites were to be processed) were submitted to add more

clarity on how the process at that time was to be followed. Eschelon was very

involved in documenting the process externally, further solidifying that Eschelon

agreed that the CMP was the place to update and make changes to the expedite

process.

8

9

10

11

12

13

14

Version 11 was the first substantial change to the existing Expedites and

Escalations process. As a result of the Covad CMP CR pc021904-11, Covad

requested that CLECs pay a fee for the ability to obtain expedites for any reason.

The distinction between the "Expedites Requiring Approval" and the "Pre-

Approved Expedites" processes were created as a result. Again, Eschelon was

heavily involved with these discussions as illustrated through the meeting

minutes that are contained within the CR notes.

15

16

17

18

Version 17 was the next big change that automatically included Resold Designed

Services in the Pre-Approved Expedites process. With resold services, an

amendment was not required because they are automatically governed by the

rates, terms and conditions defined in the Retail Tariffs.

19

20

21

22

Version 22 added additional opportunities for the CLECs to expedite for free if

they were operating under the Expedites Requiring Approval Process. Qwest

added a condition for National Disaster and Eschelon requested and Qwest

agreed, to add two additional scenarios:

•23
24
25
26
27

•

Business Classes of Service unable to dial 911 due to previous order
activity
Business Classes of Service where hunting, call forwarding or voice mail
features are not working correctly due to previous order activity where the
end-users business is being critically affected.

1 See Exhibit JM-R1
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1

2

3

Version 27 placed 2w/4w Analog Loops into the Pre-Approved Expedite Process.

This allowed customers the capability to expedite for a fee, all of the products

that followed the Designed Services flow (with the exception of E-911).

4

5

6

7

8

9

Version 30 changed the process to be in parity with Qwest's entire customer

base (Retail, Vlhreless, Interexchange and CLEC Customers), requiring all

customers who expedite products that follow the Designed Services Flow to pay

a per-day expedite fee. This change removed the capability to expedite due

dates on design services for free (even in emergency situations), which was

already in place for Qwest's other customer bases since August 2004.

10

11

12

13

14

15

Q. THERE SEEMS TO BE SOME CONFUSION WITH THE FACT THAT VERSION

30 REMOVED THE CAPABILITY TO EXPEDITE DESIGN SERVICES FOR

FREE EVEN IN EMERGENCY SITUATIONS. CAN YOU CLARIFY FOR US

HOW THE DOCUMENTATION IDENTIFIES THAT IS NOT THE CASE?

With the implementation of Version 30, the first paragraph of the Expedites

section clearly states the following:

16
17
18
19
20
21
22

Requesting an expedite follows one of two processes, depending on the
product being requested. If the request being expedited is for a product
contained in the "Pre-Approved Expedites" section below, your ICA must
contain language supporting expedited requests with a "per day" expedite
rate. If the request being expedited is for a product that is not on the
defined list, then the expedited request follows the process defined in the
"Expedites Requiring Approval" section below.

23

24

25

26

27

28

29

A.

Staff appears to read this provision as allowing CLECs the choice of using either

the Expedited Requring Approval Process or the Pre-Approved Expedites

process. This assumption is erroneous. l assume the confusion probably lies

with the fact that Qwest inadvertently overlooked the first paragraph under the

Expedites Requiring Approval process to remove the sentence that stated that "if

an amendment was not signed that the Expedites Requiring Approval Process

Although the first paragraph of the Expedite section and Pre-could be used."
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1

2

3

Approved Expedite Process section was appropriately updated, a modification to

the later paragraph was inadvertently missed. However, the CLEC community

understood without a doubt the intent of the change associated with Version 30.

4

5

6

In a later CMP notification, Qwest identified that this particular paragraph was not

updated. As a result, Qwest issued a Level 1 notice to make the following

paragraph consistent with the paragraph shown above. The PCAT now states:

7 Expedites Requiring Approval

8
9

10
11

For products not listed in the Pre-Approved Expedite section below, (non-
designed products such as POTS, Centrex or DSL service) the following
expedite process applies. Expedite charges are not applicable with the
Expedites Requiring Approval process.

12

13

14

Thus, Qwest made a prompt change to clarify that Expedites Requiring Approval

process was not available for design services (other than E-911 as stated

above). There was no CLEC opposition to this Qwest Level 1 notice.

15 Iv. DESIGNED SERVICES VERSES NON-DESIGNED SERVICES

16

17

18

19

20

21

22

23

Q. WHAT IS THE DIFFERENCE BETWEEN THE PROVISIONING OF A NON-

DESIGNEDIPOTS SERVICE AND A PRODUCT THAT FOLLOW S THE

DESIGNED SERVICES PROCESS FLOW?

Products that follow the Non-Designed Services flow are usually POTS (Plain

Old Telephone Service) type requests. Examples of these requests are basic

residential, business or centre type services. These products do not require

special engineering and in many instances, can be installed without a technician

even being dispatched.

24

25

26

A.

Products that follow the Designed Services Flow are more complex. They have

additional engineering requirements, and in some cases, require that special

equipment be installed in order for the circuit to work. Examples of these
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1

2

3

4

products are DS1, DSO, ISDN and DSS Trunks, as well as all forms of

unbundled loops. These products require additional attention and are tested and

turned up with coordination between the CLEC and Qwest before the circuit is

accepted for billing.

5 Q.

6

7

8

9

10

11

12

13

14

15

16

17

18

19

WHAT IS THE RELEVANCY IN THIS CASE BETWEEN A PRODUCT THAT

FOLLOWS THE DESIGNED SERVICES FLOW AND ONE THAT DOES NOT?

The relevancy is the circuit at issue for the named customer is a DS1 service,

which is included as one of the products in the Pre-Approved Expedite Process.

DS1 products do not qualify for expedites under emergency situations, they

qualify as a product that provides expedites for a fee. In Staffs testimony on

page 23, lines 10-15, Ms. Genung suggests that modifications made to the

process in Versions 27 and 30 were confusing because of references to 2-wire

and 4-wire analog loops. For reasons I will express below, given Eschelon's

extremely active role in the CMP, this should not have created confusion for

Eschelon, indeed, Qwest utilized the process that has been agreed to and

implemented in the CMP since day-one to effect these changes. Even more

fundamentally, however, the customer at issue in this case did not order a 2w/4w

analog loop, but a DS1 Capable Loop. It is unquestioned that there was never

any confusion about this high-capacity design service.

20

21

22

23

I 24

25

26

27

A.

In addition, Ms. Genung states on Page 25, Line 23 that the DS1 in question

should have been expedited under the Expedites Requiring Approval process as

a "medical emergency". As referenced in Jean Novak's testimony, the named

customer did not present a medical emergency. Even for a retail customer, this

would have been processed as a request that incurred a per-day expedite fee,

irrespective of whether it was a medical emergency or a customer disconnect in

error. As l described above, emergency conditions for free were removed either

at the time the CLEC signed an amendment or when Version 30 was
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1

2

implemented for the remaining customers. Retail customers have been working

under this premise since 2004.

Q. WAS THE INTENT WITH THE IMPLEMENTATION OF VERSION 11 OF THE

EXPEDITE PROCESS TO DELINIATE BETWEEN NON-DESIGNED

SERVICES AND DESIGNED SERVICES?

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

With Covad's Change Request, requesting expedites for a feel, Qwest was

looking at the expedite process across the board for all products (Designed and

Non-Designed Services). Version 11 of the Expedites and Escalations process

was the first process that differentiated between "Expedites Requiring Approval"

and "Pre-Approved Expedites." As implemented, the "Expedites Requiring

Approval" process applied to all to POTS services and Designed Services where

a CLECs ICA did not contain the $200 a day rate. Qwest expedited these

services at no cost so long as (1) the request met various enumerated

emergency conditions, and (2) Qwest had sufficient staff available to expedite the

order. As implemented, the "Pre-Approved Expedites" process applies to design

services, and - so long as the CLEC has an interconnection agreement that

contains a $200/day expedite fee in it .- Qwest will expedite orders for design

services, again so long as Qwest has sufficient staff available to expedite the

order. Version 11 is the first version where CLECs had the option to sign an

amendment for expedites for the $200 per day fee. When a CLEC signed an

amendment, the "reasons" an expedite was requested was no longer necessary

and expedites for free under emergency situations were no longer an option.

This was discussed with the CLECs through the CMP ad-hoc meetings

associated with Covads CR.

25

26

27

With the initial deployment of the Pre-Approved Expedite process in Version 11,

Qwest continued to have discussions internally to see if it was feasible to have

Non-Designed Services included the Pre-Approved Expedite Process. It was

A.

2 See Exhibit JM-R1
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1

2

3

4

later determined that Qwest would not be able to implement this change in a non-

discriminatory manner and it is a coincidence at this point that the Pre-Approved

process ended up being solely for products that follow the designed services

flow.

5

6

7

8

g

1 0

1 1

12

1 3

1 4

1 5

16

1 7

1 8

1 9

Q. ON PAGE 36 OF Ms. GENUNG'S TESTIMONY, STAFF STATES THAT

VERSIONS 27 AND 30 OF THE EXPEDITE AND ESCALATIONS PROCESS

DENIED ESCHELON THE ABILITY TO OBTAIN AS EXPEDITE WITHOUT AN

AMENDMENT TO THEIR ICA. HOW DO YOU RESPOND?

Staf fs conclusion that Qwest breached the Eschelon ICA appears to be

premised on the mistaken conclusion that Echelon could not expedite orders

without an amendment to their ICA. This is simply inaccurate. Eschelon can

expedite all POTS services when Emergency Conditions exist, as defined in

Version 1 of the Expedites and Escalations process created in the CMP. This

would not require a change in their ICA. However, to obtain expedites of any

design service, meaning any unbundled loop, Eschelon needed to amend their

ICA with Version 30 to include a provision agreeing to pay $200/day. Thus, the

provisions of their ICA stating that Eschelon can expedite orders continues to

have teeth and meaning even after Versions 27 and 30 of the process were

implemented.

20 v. DEVELOPMENT OF PROCESSES IN CMP TO EXPEDITE ORDERS

21

22

23

24

25

26

27

Q. ARE THERE OTHER VERSIONS OF THE EXPEDITE AND ESCALATIONS

ovERviEw BUSINESS PROCEDURE T HAT  you ARE BELIEVE ARE

RELEVANT TO THIS CASE?

A.

A. Outside of Version 27 and Version 30 that have been discussed, Versions 8, 17,

22 and 24 are also of' importance. Eschelon took advantage of the changes to

the Expedites and Escalations process implemented in CMP through these

versions, well after executing their ICA in mid-2000. Some of these changes
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1

2

3

4

5

6

were also Level 3 changes made through the Commission-approved CMP

process. They illustrate how processes evolve through CMP after an initial CR

has been implemented and show how the CLECs were in agreement with the

additional changes that were made. They also illustrate how Eschelon

considered the Expedites and Escalations process as one that could be modified

in the CMP.

Q. PLEASE DESCRIBE WHAT DISCUSSIONS TOOK PLACE IN THE CMP AS IT

RELATES TO THOSE VERSIONS.

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

Version 8 was originally issued as a Level 2 notice (changes or updates to an

existing undocumented process) to add more clarification on how the CLEC

submitted the request and how the request is handled once Qwest receives the

expedite. Eschelon objected to the notice as a Level 2 notice and officially

requested a Change to Disposition to a Level 4, as Eschelon believed the

proposed change constituted a major effect on their operating procedures..

a result, the changes were discussed in more detail during the April 2004 CMP

monthly meeting and Version 8 was reissued, again, as a Level 2 notice, through

agreement with the CLEC Community. Eschelon is well aware of its capabilities

to challenge notices that are sent, or request that notices be changed to a higher

level of notification. Eschelon did not request a change to the disposition on

either of the changes with Version 27 or 30, which would have shown Qwest that

they felt the changes were inappropriate or had a major impact to their current

operating procedures.

As

23

24

25

V22 implemented three new expedite scenarios to the Expedites Requiring

Approval Process. Eschelon was a key participant in these discussions bringing

to the table the following two scenarios that were added to this process:

A.

3 See Exhibits JM-R2, JM-R3, JM-R4 and JM-R5
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1

2

• Business Classes of Service unable to dial 911 due to previous order
activity

3
4
5

• Business Classes of Service where hunting, call forwarding or voice
mail features are not working correctly due to previous order activity
where the end-users business is being critically affected.

6

7

This is further affirmation that Eschelon is in agreement that the expedite process

is one that can and should be modified through the CMP..

8

g

10

11

V24 also had no actual discussion in CMP. This change, again, created a benefit

to the CLECs, reducing the overall costs associated with expediting service

requests that follow the Pre-Approved Expedite Process. There were no issues

associated with implementing this change with the CLECs..

12

13

14

15

16

17

18

Version 17, which included Resold Designed Services into the Pre-Approved

Expedite Process, and Version 24, which changed the way Qwest billed expedite

charges on Designed Services, were changes made to the expedite process that

were not associated with the Covad CMP CR requesting expedites for a fee.

These two versions represent examples of changes made through the CMP as

part of a processes ongoing evolution, which also had a moderate affect on

CLEC operating procedures, much like Version 27 and 30.

19

20

21 A.

22

23

24

25

26

27

28

Q. WAS THE ISSUE OF CLEC DISCONNECTS IN ERROR DISCUSSED IN ANY

OF THOSE MEETINGS?

During the Ad-hoc meeting held on January 6, 2005, regarding Covad's CR it

was discussed with the CLEC community that CLEC disconnects in error were

not included in the Expedites Requiring Approval Process. During the meeting,

VCI asked "what happens if a customer is disconnected in error and it is the

CLECs error?" Qwest advised this would be handled as a new LSR with

standard interval. Thus, any time a CLEC disconnected a line in error it was not

eligible for expedite as part of the Expedite Requiring Approval Process. As the

Staff correctly recognized, the DS-1 Capable Loop at issue in this case was
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1

2

3

4

5

disconnected in error by Eschelon, therefore, it was not eligible for an expedite

under the Expedite Requiring Approval Process..This was true dating back to

Version 11 of the process. Thus, even if Version 11 of the Expedite and

Escalations Process were in place in March 2006, the DS1 Capable Loop at

issue in this case would not have been eligible for an expedite.

6 This is also in parity with Retail processes.

Q. DID ESCHELON PARTICIPATE IN ANY oF THOSE DISCUSSIONS?7

8

9

10

Yes. Eschelon was present and participated in the meeting where this issue was

discussed. Eschelon never complained, or took issue with the fact that a CLEC

disconnect in error did not qualify to be expedited.

11

12

13

14

15

16

17

18

19

Q. WOULD AN EXPEDITE REQUEST FOR A CLEC CAUSE DISCONNECT IN

ERROR HAVE BEEN GRANTED PRIOR TO THE IMPLEMENTATION OF

VERSION 30 FOR EITHER A DESIGNED OR NON-DESIGNED SERIVCE?

CLEC disconnects in error have never been a scenario that is listed in the

Expedites Requiring Approval process, nor the process that was reinforced with

the implementation of Version 11. Disconnects in error due to Qwest caused

reasons is the only valid condition that exists. This is also true for Qwest's Retail

customers. The Retail Due Dates POTS/Non-Designed process states that "an

expedite will only be granted if the disconnect in error is Qwest generated."4

20

21

22

An expedite request for a CLEC caused disconnect in error is granted under the

Pre-Approved Expedite process for a fee due to the fact that a "reason" is not

required when an expedite is requested under this process.

q

A.

A.

See Confidential Exhibit JM-D4 from my direct testimony filed on August 28, 2007
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1

2

3

4

5

6

7

8

9

1 0

Q. STAFF SEEMS TO TAKE ISSUE WITH THE FACT THAT VERSIONS 27 AND

30 OF THE PROCESS WERE BEING CONSIDERED SIMULTANEOUSLY. IS

IT UNCOMMON FOR MULTIPLE VERSIONS OF A BUSINESS PROCEDURE

OR PCAT TO BE OUT FOR CLEC COMMENT AT THE SAME TIME?

As a course of documenting updates, it is not unusual for multiple changes to be

in process at any given time. These changes may or may not ultimately be

implemented (for instance, if a notice is retracted or a change to disposition is

requested that delays the initial implementation date). Therefore, CMP standard

practice is to show the proposed changes based upon the current production

Version of a process, not a Version that is being considered.

11 This was the case with the implementation of Version 27 and Version 30.

1 2

1 3

1 4

1 5

1 6

1 7

1 8

1 9

2 0

21

2 2

Some PCATS don't have as much activity as the Expedites and Escalations

Overview does, such as a product specific PCAT. In those circumstances, there

are not many occurrences of overlapping CLEC notifications. There are other

PCATs that have similar activity with multiple versions out for CLEC comment at

one time. Two other examples would be the Ordering Overview and the

Provisioning and installation Overviews. The reasons that these PCATS have a

higher amount of notices going on at the same time is due to the fact that these

PCATS, like the Expedite and Escalations Overview, have multiple processes

within them that have the potential to change. Anyone that participates in the

CMP with some frequency - such as Eschelon - is well aware of this fact.

Indeed, it is striking that Eschelon has not argued confusion in its own testimony.

A .

5 See Exhibit JM-R6 and also the Qwest Wholesale Website History Logs at the following locations:
http:I/vwvw.qwest.com/wholesale/clecs/ordering.html
httD://wvwv.qwest.com/wholesale/clecs/Drovisioninn,html
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Q. CAN you DESCRIBE THE TIMELINES ASSOCIATED WITH THE

IMPLEMENTATION OF VERSION 27 AND VERSION 30, INCLUDING AN

EXPLANATION OF WHY 2wl4w ANALOG LOOPS WERE STILL SHOWING

ON THE RED-#LINED DOCUMENT ASSOCIATED WITH VERSION 30?

1

2

3

4

5

6

7

8

9

10

11

12

13

The CMP is designed to implement changes in process one at a time. The

purpose of the process is to obtain CLEC comments on a process change one

time, and one time only. Once a proposed change is in queue, new

recommended changes do not include the proposed change until it is finalized

and implemented. This ensures all parties can participate equally in CMP -

those that participate daily (like Eschelon) or a CLEC that only cares about one

process change. This also ensures that comments do not need to be repeated

time and again in the CMP - comments are only obtained on a proposed change

one time.

14

15

16

17

18

19

20

21

22

23

24

25

26

in mid-2005, the Expedites and Escalations process went through several

changes simultaneously. Version 26 had been in effect for some period of time,

however, Versions 27, 28, and 29 were all being discussed simultaneously, and

Versions 27, 29 and 30 were all discussed simultaneously. The picture below

provides a timeline of the changes that were made to the Expedites and

Escalations Overview from Version 27 to Version 306. Version 27 of the

document included the change to make 2w/4w analog loops eligible for expedite

payments and was distributed for CLEC comment based upon V26 that was in

effect at that time. Version 27 was scheduled to become effective on 10/27/05.

V28 then went out for CLEC comment, again based up V26 that was still in

effect. V28 was scheduled to become effective on 10/14 (which was prior to

Version 27 based upon the required notification timelines). V29 was also issued

based upon V26 that was in effect and was later retracted. Because Version 28

A.

6 See Exhibit JM-R7
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1

2

3

4

5

6

7

8

9

became effective prior to Version 27, Version 31 was issued to merge the

Version 27 changes with the Version 28 changes.

Meanwhile Version 30, which added language requiring an amendment to

address expedites, had been created. Because Version 30 was created before

Version 27 had taken effect, it did not include the Version 27 language per CMP

practice (again, changes were made upon V26 that was in effect at that time).

The Version 30 changes were incorporated into the version that went into

production on 1/3/06.

V26 in Effect al

b/31 11/7 11/14'1112111/28 12/5 12M21211912/26 1/2

1/6/20067/18/2005

V27 (based on prod V26)
Identifies 2wl4w analog loops as

eligible for expedite charges
Posted for Review 09/12/05,

Comments Recvd ,
Effective 10/27/05

V28 (based on
producion V26)

Posted for Review
09/23/05

Effective 10/14/05

V29 (based on
prod V28)

Noticed 10/17
Retracsted 10/18 I

10
11

Q. HAS ESCHELON TAKEN ADVANTAGE OF ANY OF THE CHANGES THAT

RELATE TO EXPEDITES THAT WERE DEVELOPED THROUGH THE CMP?

12

13

14

15

16

17

A. Eschelon has received expedite approvals based upon the new scenarios that

were added with the Version 22 changes (referenced above), which were

effective June 16, 2005. These are changes that Eschelon requested that were

implemented after Eschelon signed their ICA, which further illustrates how
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1

2

Eschelon agrees and takes full advantage of the expedites process that has

changed through the CMP since the implementation of their existing ICA.

3

4

5

6 A.

7

8

9

10

11

12

IN REGARDS TO THE CMP PROCESS, DO CLECS HAVE THE

OPPORTUNITY TO PROVIDE INPUT INTO A PROCESS CHANGE AS IT

RELATES TO A LEVEL 3 PROCESS NOTIFICATION?

CLECs have different avenues through the CMP that provide them the

opportunity to provide input into process changes. In the case with Version 30,

the CLECs did request an ad-hoc call, which Qwest scheduled to walk through

the changes in an effort to help educate the CLECs on the reasons for the

change and how it would affect them from a business perspective. CLECs can

also request a change to disposition to a higher level, providing another

opportunity for CLEC input.

DID ANY OF THE CLECS THAT SUBMITTED COMMENTS OR ATTENDED

THE AD-HOC MEETING THAT DISCUSSED THE CHANGES ASSOCIATED

TO VERSION 30 REQUEST A CHANGE TO DISPOSITION ON THE LEVEL 3

NOTIFICATION?

13

14

15

16

17 A.

18

19

20

21

22

CLECs have the opportunity to request a change to disposition when they feel

that the Level 3 change that is being proposed is outside the scope of a Level 3

process change or if they feel that the process change has a major effect on

existing CLEC operating procedures. Clearly, this was not the case with the

process change associated with the implementation of Version 30 as there were

no CLECs that challenged the Level 3 process notice.

Q.

Q.

7 See Exhibit JM-R8
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Q. DID ANY CLECS INDICATE TO QWEST THROUGH THE CMP THAT THE

PROCESS CHANGES THAT WERE IMPLEMENTED WERE IN DIRECT

CONFLICT WITH THEIR ICA?

1

2

3

4

5

6

7

8

9

The only CLEC who to my knowledge has disputed Version 30 in any way is

Eschelon, who filed this complaint, and that dispute was not made as part of the

CMP process and was not made until after the situation occurred that related to

[named customer]. Moreover, as the testimony of Renee Albersheim states,

there is no conflict between Versions 27 and 30 of the process and Eschelon's

current ICA, indeed, they are in complete harmony.

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

Q. STAFF CLAIMS THAT "BASED ON THE PENDING OBJECTIONS BY

VARIOUS CLECs TO THE VERSION 30 CHANGES, THE CR SHOULD STILL

BE OPEN AND IMPLEMENTATION POST-PONED." HOW DO YOU REACT?

A.

A. Covad's CR PC021904-1 was closed appropriately. Chapter 5 of the CMP

indicates that "the Change Request will be closed when CLECs determine that

no further action is required for that Change Request." It is the practice of Qwest

to close all Change Requests via the regularly scheduled CMP meetings with

agreement from the CLEC community. During the July 2005 CMP Monthly

Meeting, Qwest stated that the process associated with this change had been

implemented and asked if the CR could be closed. Liz Balvin (Covad) advised

the CR could be closed and there was no additional opposition from the rest of

the CLEC community, including Eschelon. If Eschelon wanted to keep Qwest

from closing the CR, all they had to do was raise objection at the July 2005 CMP

meeting and then additional discussions would have occurred either through ad-

hoc meetings, Oversight Committee meetings, or the CMP dispute resolution

process. The changes associated with Version 30 were not part of Covad's CR,

they were process changes initiated by Qwest after the CMP CR was closed.
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1

2

3

4

5

6

7

8

9

10

11

12

13

Q. STAFFS TESTIMONY INDICATES THAT ESCHELON'S ICA PROVIDES

ESCHELON THE RIGHT TO EXPEDITE AND THAT QWEST REFUSED TO

EXPEDITE THEIR REQUEST. HOW DO YOU RESPOND FROM A CMP

PERSPECTIVE?

From a CMP perspective, there were no changes to disposition requested, no

postponements requested or any disputes submitted through the CMP process to

alert Qwest to any perceived conflict to a CLECs ICA. Absence any of those

conditions existing, Qwest implemented the process changes and follows that

process today in accordance with the Expedites and Escalations Overview

PCAT. Qwest's process is not to refuse an expedite request on designed

services per se, rather, expedite requests for products that follow the designed

services flow are done so for a fee when the ICA contains language with an

associated per day expedite rate.

Q. WHAT ARE THE IMPACTS TO ESCHEON IF QWEST WERE TO REVERT TO

SUPPORTING EXPEDITES FOR ESCHELON UNDER THE PROCESS THAT

WAS IN PLACE WITH VERSION 11 OF THE EXPEDITES AND ESCALATION

OVERVIEW?

14

15

16

17

18

19

20

All requests for expedites would have to fall under the scenarios that were in

place prior to the implementation of Version 11. This would exclude the three

new scenarios that were implemented with V22:

21

22

23

24

25

26

A.

A.

National Security

Business Classes of Service unable to dial 911 due to previous order

activity

Business Classes of Service where hunting, call forwarding or voice

mail features are not working correctly due to previous order activity

where the end-users business is being critically affected
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1

2

3

This would continue to exclude CLEC disconnects in error. Those are only

granted today on products that follow the designed services flow for a fee. Thus,

even Eschelon does not want to revert to the process recommended by Staff.

4 VI. CONCLUSION

5

6

7

8

9

Q. WILL you PLEASE SUMMARIZE YOUR TESTIMONY?

Qwest utilized the CMP to establish a non-discriminatory expedite process for

Wholesale customers. The guidelines that are established for non-designed

services are in parity with Qwest's Retail customers, as is the process for

providing expedites for a fee for products that follow the designed services flow.

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

It is not uncommon for multiple versions of CMP document to be out for review

at one time and Qwest made every effort possible to help outline the changes

that were being proposed. Not only does Eschelon participate in CMP to keep

abreast of any changes that may affect Eschelon's business, they actively submit

Change Requests and are a driver in many of the decisions that are made during

CMP meetings. Eschelon participated in the discussions at CMP that enhanced

the expedite process, including the addition of two new conditions that Eschelon

brought to the table, which were implemented with V22. Qwest should be

allowed to keep its existing process in place as the appropriate CMP procedures

were followed to implement the changes and improvements to the Expedites and

Escalations Overview. The CLEC community was afforded the opportunity to

advise Qwest at the time, or prior to the time the changes were implemented,

that the changes were in conflict with their ICA. This notification was never done.

CLECs shouldn't be permitted to pick and choose which document they wish to

operate from, with respect to the CMP processes and their ICA. If they choose to

participate in CMP and actively contribute in developing those processes, then

they should be required to abide by all of the terms and conditions that are

developed through the CMP. In this case, Eschelon shouldn't be allowed to reap

q

A.

I l II 11111111-



Arizona Corporation Commission
Docket No. T-03406-A-06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation
Rebuttal Testimony of Jill Martain
Page 19, February 13, 2006

1

2

3

all of the benefits that were developed in CMP with regards to the Expedites

Requiring Approval Process and be allowed to avoid the charges associated with

Pre-Approved Expedite Process.

4

5

6

7

8

g

Qwest did not deny Eschelon the opportunity to expedite a service request,

Qwest denied Eschelon the opportunity to expedite a Designed Service request

for free. Eschelon continues to have the ability to expedite Non-Design Services

at no charge in emergency situations. Eschelon should be operating under the

same terms and conditions that Qwest treats all of its other customers on a non-

discriminatory basis.

10

11

Q. DOES THIS CONCLUDE YOUR TESTIMONY?

Yes, at this time.A.

q
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Open Product/Process CR Detail

p6021904-1

Director: Bliss, Susan

Originator: Berard, John

Owner: Martain, Jill

CR PM: Harlan, Cindy

CR #

Enhancement to existing Expedite Process
*for Provisioning

Title

Originator Company Name: Covad

I
]

-1
\

[ L -
£1
El

I

D ate _

Current StatuS

Completed

7/26/8065

\/\Molesate l5rodproc

Organization

Report Line Number

pre order, order,
provisioning

Area
Impacted
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Products
Impacted

UNE, Transport
(including
EUDIT), Loop,

i

i

i

1
i

iéOvad requests that Qwest provide a formal process to expedite an order that requires an interval that is shorter than what is currently
available for the product.
g
'No expected deliverable listed

I

l
Updated the title as a result. of the Clarification call

Status History

1u2/20/04 CR Recieved
102/20/04 CR Acknowledged
'2/23/04 .. Contacted John Berard - Covad to set up Clarification Call
32/27/04 - Held Clariicatiori call
3/17/04 - March CMP meeting notes will be posted to the project meeting section

14/21/04 - April CMP meeting notes vvdll be posted to the project meeting section
15/12104 - Emailed response to Covad
Q5/19/04 - May CMP Meeting notes will be posted to the project meeting section
i6/15/04 _ PROS.06.15.04.F.01792.ExPediteSV11
16/16/04 - June CMP Meeting notes will be posted to the project meeting section
17/1/04 - Scheduled ad hoc meeting for 7/9 to discuss project, comments and plan
E7/9/04 - Held ad hoc meeting
17121/04 - July CMP Meeting notes will be posted to the project meeting section
18/16/04 . August CMP meeting mintues will be posted to the database
len5/04 Notification for ad hoc meeting scheduled for 9-22-04
19/15/04 - September CMP Meeting minutes will be posted to the database
19/22/04 - CLEC Ad hoc meeting held to review expedite reasons / causes
i10/20/04 - October CMP Meeting minutes will be posted to the database
*11/17/04 .. November CMP Meeting minutes will be posted to the database
112/15/04 .. December meeting minutes will be posted to the database

11/6/05 - Ad hoc meeting held
81/19/05 Jan CMP meeting minutes will be posted to the database
32116105 - Feb CMP meeting minutes will beposted to the database
*3/16/05 - March CMP Meeting minutes will be posted to the database
14/20/05 - April CMP Meeting minutes will be psoted to the database
i5118/05 - May CMP meeting minutes will be posted to the database
16/15/05 - June CMP meeting minutes will be posted to the database
17/20/05 - July CMP meeting minutes will be posted to the database

112/16/04 - Scheduled ad hoc meeting for January 6

Project Meetings
wi-

g

;July CMP Meeting Minutes:
3JilI Maritain - Qwest advised that this went into effect on 6/16/05. Jill asked if it was ok to close this CR.
closed. This CR will move to Completed Status.
i

Liz Balvin advised the CR could be

CR # ;l1l3c021904-1

Information Current as of: Wednesdqv, April 26, 2006 Page I of f

Ranurt Name: rptOpenDetai\ed CR INDIVIDUAL REPORT prodproc

I\IIIII\l



June CMP Meeting Minutes:
Jill Martain - Qwest advised that this process is effective June 16 and we would like to move this CR to CLEC Test on June 16th. There was
lot any objection to change the status to CLEC Test.
l

May CMP Meeting Minutes:
Jill Martain .- Qwest advised that the PCAT documentation went out for review on May 9. The comment cycle will close on May 24 and
become effective Juhe 23, 2005. This CR will remain in Development Status.

3Apri1 CMP Meeting Minutes:
;Jill Martain - Qwest advised that we are working internally to get the three expedite reasons implemented. Jill stated that after meeting
lintemally, we determined that a slight modification was needed. Qwest wants the new Expedite reasons directed to our Business Services.
lJiI1 stated that in our ad hoc calls with the CLECs, we did talk about the critical impact to Business customers. Jill recapped the criteria for
fuse of the new Expedite reasons:
'National Security
lousiness Services unable to dial Q11 due to previous order activity
i Business Sen/ice where hunting, call forwarding or voice nail features are not working correctly due to previous order activity where the
customer business is being critically affected .

'Bonnie Johnson - Eschelon asked if there is a definition of business services.i!
Jill Martain - Qwest advised ii would be for more complex business and 1FB type service and this excludes residential and 1 FR.

Bonnie Johnson - Eschelon asked for this to be documented.

lim Marlain - Qwest confirmed it would be changed to reflect Business Classes of Semite in the actual updates.

Liz Balvin - Covad asked if the examples that Qwest looked at were based on Qwest customers.

um Martain - Qwest advised the examples were provided by both CLECs and Qwest and discussed in ad hoc meetings.
!

i

3

E
liz Balvin .- Covad agreed that we should provide definition of Business Services and also asked that the notice reflect that residential would
lot be included. Liz also confirmed that this does not affect the Expedite process that requires an amendment.

1J1n Martain _ Qwest confirmed that it does not impact that process. Jill advised the documentation will be updated and sent out for review.
!Bonnie said thank you for the good results.

This CR will remain in Development Status.

inarch CMP Meeting Minutes:
liu Martain - Qwest advised that we are still working internally on this request and are hopeful that within the next month the PCAT changes
twill be available to review with the three additional Expedite reasons. This CR will remain in Development Status. [Comment received from
lEschelon: Jill Martain - Qwest advised that we are still working on additional scenarios internally and waiting for internal approval on this
request and are hopeful that within the next month the PCAT changes will be available to review with the three additional Expedite reasons.]

t

I

I
:
l

February CMP Meeting Minutes:
1Jiu Martain .. Qwest advised we are still waiting for final internal approval. Qwest is hoping to have final status next month, This CR will
:remain in Development Status.
l
January CMP Meeting Minutes

;reasons: if access to 911 is not available, if the order is for National Security, and for certain Features in specific situations. The CLECs were
preceptive to these changes. Qwest has started the process to get final internal review and approval. Additional status will be provided next
month. This CR will remain in Development Status.
1
lCLEC Ad Hoc Meeting
lpc021904-1 Expedite Process
lJanuary 6, 2005

Cindy Harlan/Qwest advised that an ad hoc meeting was held on January 6th, Qwest proposed adding the following as valid Expedite

Q

fun attendance:
Kari Burke - Comcast
Jeff Yeager - Accenture
!Sharon Van Meter - ATT
'Chris Terrell - ATT
iLinda Minesola - Comcast
Amanda Silva - VCI
Jill Martain - Qwest
SWayne Hart - Idaho PUC
AKim lsaacs- Eschelon
*Bonnie Johnson - Eschelon

CR # 8po021904- 1

Information Current as up Wednesday, April26, 2006 Page 2 of 9

llano°tnama: rptOpenDetailed CR INDIVIDUAL REPORT prodproc
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'Pete Staze - Escheion
EJennifer Arnold .- TDS Metro
iSteve Kast - MCI
Thomas Soto - SBC11
!

treasons. Cindy explained that Qwest has been reviewing expedites and would like to discuss potentially having Features be considered as a

major impact to the CLECs. We also can potentially add a valid expedite reason if you are unable to dial 911 service and to expedite for

Cindy Harlan ._ Qwest took attendance and reviewed the agenda. The purpose of this call is to discuss options for additional expedite

valid expedite reason under certain circumstances. Qwest would like to discuss what the criteria would be and identify Features that cause

!National Security reasons. Cindy asked the CLECs to identify what Features create the most impact to the CLECs so we can build some
criteria. Cindy advised that Qwest is unable to open other reasons for expedites as we do not have the resources to support that effort.

i

l

Bonnie Johnson - Eschelon stated that she didn't think additional resources would be needed to support this. Bonnie said Eschelon's
Expedite manager is on the call and she would like him to share with us the large impacting items. Pete advised that when customers are
tunable to receive calls this impacts them as if they are out of service. For business customers if they can't receive calls it impacts their
revenue.
l

t

tor something changed on one of their features, such as voice mail service, either with their vendor or the equipment and that causes a need

border number or PON. Bonnie advised that they normally provide this anyway and it is fair but she does not believe it should be a
requirement as there are other reasons too.

allowed expedites on all Hunting requests. Bonnie said it should be an urgent customer situation and their service is not working the way it
Pete Stave

Eschelon advised there are additional steps needed to expedite an order and it is not always easy so we do not request an expedite unless

Jill Martain - Qwest asked if normally there would be an original order to install the service and another one to correct it. Bonnie advised yes,

for an expedite. The customer may not understand what they have ordered. Jill asked if it was a fair request that Qwest ask the CLEC for the

Jill asked if we could better define and refine the criteria for Hunting so we can go to Retail and
Network and discuss further, and publish a reason that is allowable. Otherwise we would negate the standard interval if we automatically

should be. Bonnie advised that Qwest needs to trust the CLECs request and hope that the CLECs are not abusing the process.

it is necessary.
1
lr
Jin suggested that we set criteria for this to be an 'urgent customer situation where Hunting or Call Forwarding features are not working
correctly and the customer can explain why and provide a service order and/or PON'. The CLECs agreed with this criteria,
i
i

iJ111 asked if there were other features that need to be discussed. Amanda .- VC! stated that Features don't pertain to VCI very much, but what
happens if a customer is disconnected in error and it is the CLECs error. This happens a few times a month usually due to a disconnect for
non payment in error. Jill advised this would need to be handled as a new LSR with standard interval. Another request was made for voice
email set up incorrectly. This can be added to a wrong number for example. -
i
*Jill agreed that the items and criteria identified should be workable. Qwest needs to review this internally and determine impacts. Status will
Abe provided at our CMP. meeting and we will plan on reviewing the draft process prior to it being published in the PCAT.
'meeting will be scheduled at that time.

Another ad hoc

1.

i

I

a

December CMP Meeting Minutes
iCindy Macy - Qwest advised that an ad hoc meeting is scheduled for January 6 to review and further define some options for expanded
!Expedite reasons. This CR will remain in Development Status.

.
111/17/04 November meeting minutes
Cindy Macy .- Qwest advised that Qwest is currently reviewing the expedite process and meeting internally to determine if there are any
changes that can be made to the process. This CR will remain in Development Status.
l

110/20/04 October CMP Meeting Minutes
Cindy Macy - Qwest advised that Qwest held an ad hoc meeting. We are reviewing the expedite reasons from the CLECs and the data
gathered for potential changes. We hope to have additional information next month. Qwest will hold an ad hoc meeting to review our
findings. This CR will remain in Development Status.

l
1

I

a

I

§pc021904-1 Enhance Expedite Process
Ad Hoc Meeting
!September 22, 2004

In Attendance:
pete Stave - EschelonEiElEll3i3Colleen Forbes - ATT
'Kim Isaacs - Eschelonui3 E [iElJames Leblanc .. McLeod
Bonnie Johnson - EschelonD 0l3 DJean Novak - Qwest Communications
FLori Nelson .- Mid-ContinentEllzlilli3Terri Lee - SBC
Donna Osborne Miller .- A'l'T[l13 0 DChris Quinstruck - Qwest
`iCherron Halpern .. Qwest Communicaiionsi3DRhonda Velasco - Oregon Telecom
Sue Diaz - Qwest Communicationsijil0Mark Sieres - Advanced Telecom
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lLeiLani Hines - MClul3Eli3DBrandon McGovern-Advanced Telecom
Valerie Estorga - Qwest Communications0 ElRoslyn Davis - MCl
lChristirla Valdez - Qwest Communicationsiil Escort Ellefson - Qwest
John Berard - CovadElo ui3 DDave Miller .- Advanced Telecom
lMi¢he11e Thacker - Qwest Communicationsll E1Lydell Peterson - Qwest
lpml Hunt .- McLeod El El El E EiLeti Mud lo - Qwest
Robin Jackson - Time WarneroEi D0Diane Solomonson - Qwest
Jolene Brown - Time Warneriil E D0Stacy Berg .- Time Wamer
Steve Kast - Qwest CommunicationsEiEi[iJim Christener .. McLeod
Mark Ashen Brenner .- McLeodE0 El1IlChris Voorhees - McLeod
Jennifer Fischer .. Qwest CommunicationsDDDiane Johnson - Qwest
Michelle Sprague - McLeod El E i3BDawn Tafoya - Qwest Communications
Jill Martain - Qwest Communications

4

Cindy Macy- Qwest Communications introduced the attendees and reviewed the agenda. Cindy advised that the purpose of this call is to

ladder that we would like to identify for non design documentation changes and process changes that could.help reduce expedites. Cindy
advised that Qwest would like to hear from each CLEC represented so we can gather input and determine what changes could be made to
i_reduce the need for expedites .
! l

Bonnie Johnson - Eschelon advised that Qwest's appointments for new installs and moves in some states were 3 weeks out. This was due
ito resource issues (no technicians available). Eschelon can not give their customers a 3 weeks due date. We are expediting from a
customer service perspective. This was happening in WA/CO/AZ on POTS service.
l l

discuss what is causing the need to expedite. Qwest would like to identify from a CLEC perspective why they expedite. Jill Martain - Qwest

Colleen - ATT advised that when they submit their orders they have to use appointment scheduler and the date that comes back is what they
leave to put on their order. They will then call and expedite as the date is not acceptable for their customers. Donna Osborn Miller- ATF
advised that they also engage their account teams to help.

1

1

I

Stacy - Time Warner advised that when the due dates is out 2-3 weeks, we have to expedite, and then Qwest wants to charge for the
expedite. It is wrong for Qwest to charge for an expedite when the due date is way past standard interval.
i
i Colleen .- ATT advised many times the customer is disconnected and needs their service. The disconnect can be due to the customer
moving early, an error on Qwest or the CLECs part, the order not getting processes correctly, or a jeopardy.

i Bonnie Johnson - Eschelon advised specific to features, our customers have urgent needs. If their call forwarding was set up incorrectly
l(gave wrong number, or error in programming), and the calls are going to another number it can cause major issues. If a business forwards
these calls to a residence, or if there is an emergency and the customer is not able to receive calls it causes major issues for all parties. Call
i Forwarding generally has a 1-3 day standard interval and a business can not loose calls for 3 days, nor can a residence customer receive
calls from a business in error for 3 days. Colleen - ATT advised other LECs have same day turnaround if the order is received before 3p.m.
1

4

!Jim - McLeod advised orders that are placed in jeopardy for no access are often done in error. The customer says .they were available but
the technician never came to the door. Then later it is determined that the technician couldn't find the building, or couldn't gain access.
Sometimes the customer does give the wrong address and they are now out of service.

'create' needs to be
done 3 days ahead and SOA has to concur. TimeWamer wants to know if this is the official process. They workwith the LNP team and this

l

l

;Robin Jackson and Stacy Berg - Time Warner advised they have lots of trouble with orders being issued incorrectly. They put information on
the LSR that matches the CSR, Then the order gets rejected for address issues. They have to send it in and fix it later, and try to get a new
:due date. Time Warner also reported that when they build a subscription they send it in and Qwest has to release it. The

process is not working well. Cindy advised she will have the Service Manager contact Robin and Stacy. (robin.jackson@tvvtelecom.com,
1Stacey.berg@twtelecom.com)
1
leave - Advanced Telecom advised they will get an FOC and the due date is okay. Then on the due date or the day before they will get a
jeopardy notice which then needs to be expedited as they have given a due date to their customer.
1
Bonnie - Eschelon advised when there is an equipment install or vendor meet and we have to coordinate three companies it is very difficult
land we usually have to expedite to get the companies represented and the services coordinated and installed.

i Bonnie - Eschelon also advised that hunting causes an out of service condition as sometime equipments is needed or there are circular
shunting issues and the calls go no where.

Pete .- Eschelon advised that coordinated loops installed on LNP are complex and all parties have to be available to keep the customer
service from going down.

FLori .- Mid-Continent advised that if voice mail is not working the customer perceive this as their service not working. If the call forwarding
lumber is incorrect (wrong area code and the voice messaging needs to be corrected) we have to place an order to fix the issue.
l

1

Oni¢ki - Mid-Continent advised sometimes their customers have urgent needs related to their job or personal situation. For example, the
customer could be on active duty and need service right away.

i
' lpc021sa04-1C R #
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John Berard - Covad advised if something goes wrong in the process and the customer gets disconnected in error, it could be the CLECs
terror, then Covad has to issue another order with a new due date. Sometimes the order is issued as a new order and it should have been a
move order so the due date is different.

K

! ,
Dave - Advanced Telecom advised that Qwest does not reject orders consistently. They can submit 10 orders the same and on the nth
border they get a reject. The representative interprets the business rule differently and now we are a day behind. We can talk to 4 different
representatives and we can get 4 different answers.

Bonnie - Eschelon confirmed that for non design the same process and charges wit! apply to Retail. Jill Martain - Qwest confirmed that
would occur. Jill - Qwest advised our direction is to not implement a fee for expedites on non design. We are trying to understand some
treasons and causes for expedites and address them from a process and documentation perspective. Bonnie advised that is great.

Oni¢ki - Mid-Continent advised she requested an expedite for medical reasons and was asked for a doctors note. Nicki advised this is
confidential information. Jill advised it is part of the process to request a note. Our centers are trying to follow the process and make sure the
expedite is valid.

;Colleen -ATT advised recently we had a customer that filed a PUC complaint and it was on the news so it was a huge issue that needed to
Abe resolved. Jill advised if there are extenuating circumstances you can go through the Escalations process. This is not the norm but under
especial conditions we do handle escalations.

Cindy - Qwest advised our next steps are to look at the input that was received today and the process. We will determine areas that we can
impact to reduce the need to expedite and provide status at the next CMP meeting. Additional ad hoc meetings may be held.R
I

1

said they were not able to do this. Bonnie submitted a comment on this issue as Eschelon believes this is an existing process.

19115/04 CMP Meeting Minutes
Cindy Macy - Qwest advised that there is an ad hoc meeting scheduled for Wednesday, September 22 to discuss the reasons for expedites.
;The intent is to look at the cause of expedites to determine if there are improvements that can be made to reduce the number of expedites.
iT his process focuses on non design services. This CR will remain in Development Status.

i8/16/04 CMP Meeting Mintues
Jill Martain - Qwest advised that Qwest has done additional work on this CR and determined that we won't be able to implement the same
*process for non design that we implemented for design, We are doing root cause analysis on the data and will determine reasons why
expedites are needed. Qwest will meet with each of the CLECs after we have the data and work through the expedite reasons. John Berard
l- Covad asked some questions about the Expedite V14 PCAT. Jill recapped the process and advised the CLECs that if they have questions
they can call her to discuss. John Berard - Covad verified if the error was caused by Qwest than there would not be a charge to expedite. Jill
advised that is correct. Bonnie Johnson .- Eschelon advised she tried to expedite a feature and the escalation group and Service Manager

Bonnie
*advised her definition of an existing process is if Qwest is performing the process it is an existing process. Bonnie and Jill discussed the
tissue and agreed that the issue was the difference between what Eschelon sees as an existing process and what Qwest views as an out of

Bonnie
appreciated this as it takes away the immediate pain to Eschelon. Bonnie advised that Eschelon has formed an internal team to review
documentation against current process and previous CRs. They are focusing on DSL initially.

compliance. Jill told the center to go ahead and continue to handle feature expedites until we are able to resolve this issue. l

1

Bonnie and Jill agreed that Eschelon should
submit a CR to determine how to handle the situation when there is disagreement between when Qwest is out of compliance versus when
Qwest is performing an existing process. This CR will remain in Development Status.

lJuly21, 2004 CMP Meeting Minutes:
Cindy Macy - Qwest advised that the team held an ad hoc meeting on July 9. During the ad hoc meeting, Jill Marlain reviewed the PCAT and
addressed comments on the process. Cindy advised that this process is effective July 31 in most states. The following identifies exceptions:
lAw 8/5, Northern Idaho and NE 8/2, NE 8/6, WA affects only Access Services. The FCC#1 is effective July 31. Qwest will continue to work
on the non design process. Additional status will be provided later. Liz Balvin - MCI advised that the clarification and the updates that were
discussed helped a lot. Jill advised those updates have been made. This CR will remain in Development status.

I

i

i

I

1pc021904-1 Expedite Process
lAd Hoc Meeting
lJuly 9, 2004
910:00 _ 11100 a.m. MT

Hn attendance:
lyric Yohe - QwestEluLiz Balvin .- MCI
valerie Estorga - QwestK3Susan Lorence - Qwest
i Jackie DeBold - US LinkuSteve Kant .- Qwest
*Teresa Castro - VartecoStephanie Pru ll - Eschelon
Sue Lamb - 180 Comm[1John Berard - Covad
Jm Martain - Qwest0 DAnn Atkinson - ATT
;Julie Pickar - US LinkEDonna Osborn Miller- ATT
!Cindy Macy - Qwest

Cindy Macy - Qwest reviewed the history of the CR. Cindy explained that this process was notified on June 15, 2004 and then retracted on

C R # §pc021904-1
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June 29, 2004. Cindy reviewed the agenda and purpose of the meeting.
i

1*Jill Martain - Qwest advised the intent of the PCAT update was to address the new expedite process on design products. Currently we are
knot able to include non design products in the process. We will schedule additional ad hoc meetings to discuss non design products and
;cLEw caused error expedite situations.

1J111 advised that July 31 is the tariff effective date. Interstate filings will occur rem, and there are a couple states that may go a little later, but
leach state is in progress of getting the tariffs approved.
I
liz Balvin - MCI verified V11 only impacts design services. Jill advised the list of products that are in the pre-approved section are all design
products.
i
'Jill advised there will be two processes. 'Expedites that Require Approval' (current process) and the new process 'Approved Expedite
Request' for identified design services products. Jill reviewed the PCAT and process in more detail.

Stephanie Pru ll - Eschelon asked how Qwest will notify the CLEC when Qwest can not meet the expedited date. Jill advised that when the
;cLEw calls in Qwest will get the name of the person who requested the change and work with them. Stephanie asked what happens if we
fuse the EXP field? Jill advised Qwest would send back the FOC with the PIA value. Stephanie asked if the Retail customers get charged on
the 'Expedite Requiring Approval' process. Jill advised no, and neither would the CLECs, unless they sign up for the new process.
l
iLia Balvin .- MCl asked for more clarity on the non design process. Jill advised that the Expedite Process that requires approval applies to
[non design services or Interconnection Agreements that do not carry the 'per day' expedite rate. Jill agreed to clarify that all non design
isewice expedites or design services expedites if your contract is not amended, will not carry a charge. Non design products can only be

We willexpedited for the conditions listed currently. We are still trying to accommodate some CLEC reasons for non design expedites.
continue working on this and we will have additional calls with the CLECs. Retail follows these same procedures. Jill advised we will work on
this in phases.

Jill explained that when you amend your contract there are not reasons for expedites any longer. Qwest agrees to expedite and there is a
charge for all expedites.
l
*John Berard - Covad asked if there is a separate charge on design products if there is a tire. Jill advised no, the same charge applies. If
lowest causes the error than there is not a charge.
i
Stephanie Pru ll - Eschelon asked when the amendment will be available. Jill advised the target date is July 26. Stephanie asked how this
anew process affects resource assignment of network technicians. Jill advised we have the resources to cover expedited requests. We have
performed volume forecasts. An expedited request and a regular request are equally weighted.

i
iJnl summarized the Pre Approved Expedite process. The CLECs must amend their ICA, the estimated cost to expedite is 200.00 per day,
sand eligible products are identified in the PCAT.

l
Stephanie Pru ll - Eschelon advised that currently the CLECs have special reasons for an expedite that are not included in the list. The CLEC
calls the center and works with Qwest to address these situations. Jill advised we need to follow our process, and we will still handle unique
lcoriditions. They may need to be escalated.
8
Luz Balvin - MC! asked if this will be implemented on the Access side. Jill advised the tariff target date is July 31 for Access products. Liz
:asked Jill to include the tariff reference in the response to comments. Jill advised the exception is the Washington tariff is not being filed at

this time, .1
I

I

I

Jill reviewed the comments to make sure she had addressed the CLECs concerns in today's meeting. The CLECs agreed that the comments
leave been addressed during today's meeting. Jill advised she will make updates to the PCAT based on today's call.

*June 16, 2004 CMP Meeting notes:
Jill Martain .- Qwest advised for design product the Level 3 notification went out on June 15, For non-design we are still investigating if the
process is feasible. The CR will remain in Development Status.

i
1
May 19, 2004 CMP Meeting notes:
Jill Martain - Qwest advised that Qwest will accept this CR with the caveat Io implement this on a product by product basis. There may be
some products that this process will not be implemented for. For those products, the old process will stay in place. There will be a cost to
expedite and amendments will need to be done. The approximate cost is in the $150.00 - $400.00 price range. A per day improvement
charge would be assessed. Jill advised that the target list of phase 1 products is included in the response. Qwest is targeting July 31 for
Implementation. Bonnie verified that this will apply to Retail also. Jill advised yes, and a tariff would be filed. Jill will provide an update next
month. This CR will move to Development Status.

April 21, 2004 CMP Meeting notes:
Jill Marlain - Qwest reviewed the response for this CR. Jill advised that Qwest would like to leave this CR in Evaluation Status as we look at
individual products for expedites. Jill asked the CLEC community if they are willing to pay just and reasonable charges to expedite. Bonnie
iJohnson - Eschelon stated that these charges should apply to retail customers as well, Liz Balvin - MCI asked how this would work. Are the

|pc021904-1
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prices driven by what is on our Interconnection Agreement? Jill Martain advised there would be charges in the ICA, and the amendment
would have to be written. Bonnie said they would have to be commission approved rates. Jill advised she is not the expert on this process
abut she believes so, Liz Balvin clarified that if the CLECs are not willing to opt in to the contract, then they would follow the process that is
effective today. Jill advised yes. Bonnie advised we do have situations when we have requested an expedite and Qwest denies it. Then the
lend user customer goes directly to Qwest and the expedite occurs. Jill advised we will keep this perspective in mind. This CR will move to
dEvaluation Status .

inarch 17, 2004 CMP Meeting
John Berard - Coved presented the CR and explained that Qwest's Expedite Process is written based on certain situations, such as Medical
Emergencies. However if the CLEC makes an error, there isn't a process to expedite for a CLEC error reason and the CLEC has to take a
regular interval. We want a process to request a faster interval, and we are willing to pay for it. Eschelon supports the request and would like
ito understand what type of opportunities are available for our Retail customers and if they get charged for an expedite. Bonnie advised that
they have had trouble getting their customer in service, and if their customer contacts our Retail organization themselves, they get service in
tokay. Ervin Rae - ATT advised that he has heard that Qwest leadership is in the process of reviewing our Expedite Process. Jill Martain -
lowest advised that we can take a look at all of these aspects and also review PC081403-1 as this CR is also requesting a 'Restoral Request
Process'. This CR will move to Presented Status.I
iCIarification Meeting
February 27, 2004
i1-877-552-8688 7146042#
'PC021904-1 Expedite Process for Provisioning - enhancements to existing process

\

iCindy Macy .- Qwest asked for an example of this happening today. John Berard - Covad and Bryan Comras - Covad advised this relates to

F

Attendees
.John Berard .- Covad
Bryan Comras .- Covad
Mark Gonzales .- Qwest
Heidi Moreland .- Qwest
=Jill Martain - Qwest
Cindy Macy - Qwest

i
i Meeting Agenda:
81 .0 introduction of Attendees
iAtterldees introduced
i
82.0 Review Requested (Description of) Change
iJohn Berard - Covad reviewed the change request. John explained that Coved would like the title of the CR updated, as this is really a
Qrequest for an enhancement to the existing expedite process, Cindy agreed to update the CR.
iJohn advised that the expedite process is limited today to certain types of orders and processes. For example, medical emergencies, We
lmav find that it is Covad's error that caused the customer to be disconnected. We would like to be able to get our customers restored quicker
Ethan standard interval, when it is our error. We are willing to pay for mis service. Other lLECs provide this service. We would like the criteria
Ito be expanded to allow an expedite when the CLEC makes an error.

line Jeopardy process. When Covad fails to complete the order, but we complete the work at the DMARC the customer has service, but we
ado not close out the records so Qwest doesn't think the customers service is working. Qwest issued a jeopardy notice and since we didn't
respond to that notice within 30 days Qwest then cancelled the orders and the service gets disconnected. Coved then goes back and
resends the order, but we have to wait the standard interval and that is too long for the end user customer to wait, especially if it is a business
account.
John Berard - Covad advised disconnects can also happen when the end user selects migration to a new ISP provider. This isn't as critical
Las the down time is usually very limited as they are hooked up to the new provider.
Heidi Moreland - Qwest asked how often this happens? Bryan - Covad replied approximately 20 times per month for Qwest, or once a day
ion average.
Bryan advised that we get faster turn around time on certain products. Heidi confirmed that Shared Loop has a shorter standard installation
interval than an unbundled DSL-capable loop. Heidi advised that thethat the customer could be disconnected when the sync test fails and
the notice is not cleared. The DSLAM port is done by the CLEC and the customer is in service. if a supplement is not sent by the CLEC, and
if there is no response in 30 days, then the line gets cancelled and pulled down.
iCovad advised it shouldn't matter what the history or circumstances are, if we are willing to pay for the expedite.

33.0i3Conflrm Areas & Products impacted
ll3DsL, Line Share, Designed and DSL Products (all products)
This applies to any one that was in service and has gone out of service and needs to be set back up due to Customer or end-user error.

l

l

!
;4.0[lConfirm Right Personnel Involved
;l3Jill agreed to get with Joan Wells regarding the Workback/ Restoral Request process

§5.0[lldentify/Confirm CLEC's Expectation
lDCovad would like the ability to pay for an Expedited due date (restoral of disconnected end user)
8Covad would like to treat these like trouble reports and get the end user back in service in one day.
l6.0l3ldentify any Dependent Systems Change Requests
113PC081403-1 Work Back Restoral Request

CR # . P0021904-1
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1
7.0uEstablish Action P\an (Resolution Time Frame)
locovad will present the CR at the March CMP Meeting
Qwest will provide our Response at lheAprll.~CMp Meeting

Qwest Response

For Review by CLEC Community and Discussion at the May 19, 2004 CMP Meeting

i
!may 12,2004

i

Covad Communications
John Berard, Director-Operations Support

suBJEcT: Covad's Change Request Response .- CR #PC021904-1 Enhance Expedite Process for
Provisioning
I
'This letter is in response to Covad Communications Change Request (CR) PC021904-1. This CR requests
,that Qwest enhance the expedite process to allow for an interval that is shorter than what is currently
available for the product.

=Qwest will accept PC021Q04-1 Enhancement to existing Expedite Process, with the caveat that it will be
looked at and implemented on a product by product basis. Qwest will continue to look at all of the individual
products to determine if we will implement these changes. For those products which the expedite
criteria/process does not change, Qwest will leave the existing expedite criteria and process in place.
Additionally, as discussed previously, expedite charges MII become applicable for all expedites except those
that are due to Qwest caused reasons and amendments will be required to existing interconnection
agreements to implement those charges. If a CLEC chooses not to amend their Interconnection Agreement,
the current expedite criteria and process will be used.

EThe first phase of implementing a change Io the expedite process will be around those products that are
Designed Services. A list of those products is shown below. For Designed services, an expedite charge is
=applicable for each day that the due date is improved (unless the expedite is due to a Qwest caused reason).
awe are targeting an implementation date of July 31, 2004, pending approval of the Interstate FCC#1 tariff,
Eindividual state tariffs and interconnection agreements.

l

Following are a list of products that iiI\ be included in Phase 1:
Product
'UBL all except 2w/4w analog
Analog PBX DID
Private Line (DSO, DS1, DS3 or above)
IISDN PRI TI
ISDN PRI Trunk
IISDN BRI Tr ink
Frame Relay Trunk
IDESIGNED TRUNKS (Includes designedPBX trunks) Trunk
~mDs / MDSI
iDeAs (multiple DPAs or Fx, FCO) Trunk
UBL DID (Unbundled digital trunk)

t

E

1

..__..

iFor Review by the CLEC Community and Discussion at the April 21, 2003 CMP Meeting

April 14, 2004

8
iCovad
John Berard
Director - Operations/Change Management

!
1

ESUBJECT: CR # PC021904-1 Enhance Expedite Process for Provisioning

This letter is in response to Covad's Change Request (CR) PC021904-1 Enhance Expedite Process for Provisioning. This CR requests that
lowest enhance the Expedite process to allow for an interval that is shorter than what is currently available for the product.

1

:

3

1
I

CR # iPC02190-1
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E

lowest would like to leave this CR in evaluation status as it needs to continue to look at the individual products and provisioning processes
that are impacted by this request. Qwest will provide an updated response at the May CMP meeting. Qwest will move this CR to Evaluation
status.
E

l
Sincerely,

i

Jill Martain
Qwest Communications

*

CR # IPC021904-1
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From' Susan Lorence Isxloren@notes .uswc.uswest:.coml .on .behalf of Domino
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o n  o u r  b i l l . T h e r e  a r e  m a n y  u n a n s w e r e d  q u e s t i o n s  r e g a r d i n g  t h e  i m p a c t  o f
t h i s  c h a n g e .  F o r  e x a m p le ,  o n e  o f  t h e  c h a n g e s  t o  t h e  p r o c e s s  i s  t h a t  w e  e n t e r  t h e  D D  w e  w a n t  f o r  t h e  e x p e d i t e  a lo n g  w i t h  r e m a r k s  b u t
i t  d o e s  n o t :  s t a t e  t h a t  m a n u a l  h a n d l i n g  i s  r e q u i r e d .  I f  t h e  E X P  f i e l d  i s  p o p u l a t e d  d o e s  t h e  r e q u e s t  a u t o m a t i c a l l y  d r o p  t o  m a n u a l
h a n d l i n g ?  O n  t h e  t e c h  d i s p a t c h ,  i f  t h e  d a t e  w e  w a n t :  i s  n o t  a v a i l a b le  a n d  Q w e s t  p r o p o s e s  a s  a l t e r n a t i v e  d a t e ,  d o  w e  n e e d  t o  g e M  a
s u p p l e m e n t a l  o r d e r ?  w i l l  Q w e s t  r e j e c t  o r  j !

e p  t h e  o r d e r  i f  . w e  d o  n o t  s u p p le m e n t  t h e  o r d e r ?  W h a t  i f  a n y  c h a r g e s  a p p l y  a n d  a r e  t h e  e x p e c l i t e  c h a r g e s  a t  p a r i t y  w i t h  r e t a i l
e x p e d i t e  c h a r g e s ? D u e  t o  t h e  n u m b e r  o f  u n a n s w e r e d  q u e s t i o n s  a n d  t h e impact t o  o u r  c u r r e n t  p r o c e s s ,  E s c h e lo n  i s  r e q u e s t i n g  Q w e s t
r e t r a c t  t h e  l e v e l  t h r e e  n o t i c e
9 R o s . 0 4 . 0 8  . 0 4 . . F .  0 1 5 4 8  E : c p e d i t e s E s c a la t i o n s  V B  a n d  r e s u b m i t  t h i s  u p d a t e  a s  a  le ve l  f o u r  u p d a t e .

T hank  you  f o r  s ubm i t t ing  your  c om m ent s  c houg h  t he  Q wes t :  CA P  Doc um ent  Review and  Com m ent  P r oc es s  .
T h e  i n f o r m a t i o n  y o u  e n t e r e d  i s  l i s t e d  b e l o w .
I f y o u  h a v e  a n y  q u e s t i o n s ,  p l e a s e  d i r e c t them no cmpcomm@qwest.com.

kd:i.saacs@eschelon.com on 04/13/2064 02:23:55 PM

S u b j e c t :

F o r war d ed  by Susan FLorence/mass/ IJswEsT /Us on 02/09/2007 02:06 pM

kdisaacs@esche1oo. com

PROS . 04 . 08 . 04 . F. 01548 . ExpeditesEsca1acioosv8

PROS . of.. 08 . 04 .F. 01548 .E:<pedit:esEscalat:innsV8

Thank you .

Arizona Corporation Commission

Docket No. T-03-406A-06-0257

Docket No. T-01051 B-06-0257

Qwest Corporation - Exhibit JM-R2

Rebuttal Exhibits of Jili Marrain

February 13, 2007

Name: Kim Isaacs
Title; ILEC RELATIONS PROCESS ANALYST
Phone Number: 612-436-6038
E-mail Address: kdisaacséeschelomcom
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Planned Updates Posted to Document
Review Site

Available April 08, 2004

CLEC Comment Cycle on Documentation
Beczins

Beginning April 09, 2004

QCLEC Comment Cycle Ends 5:00 PM, MT April 15, 2004

Qwest Response to CLEC Comments (if
applicable)

Available April 22, 2004
http://vwvw.qwest.com/wholesale/cmp/review _archive.html

Proposed Effective Date ADvil 29, 2004

Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation - Exhibit JM-R3
Rebuttal Exhibits of Jill Martain
February 13, 2007 Qwest

Announcement Date:
Effective Date:

April 08, 2004
April 29, 2004

Document Number:
Notification Category:
Target Audience:

PROS.04.08.04.F.01548.ExpeditesEscalationsv8
Process Notification
CLECs, Resellers

Subject: CMP - Expedites & Escalations Overview -  V8.0

Level of Change:
Associated CR Number or System Release
Number:

Level 2
Not Applicable

Summary of Change:
Cn April e, 2004, Qwest will post planned updates to its Wholesale Product Catalog that include revised
documentation for Expedites 8= Escalations Overview - V8.0. These will be posted to the Qwest Wholesale
Document Review Site located at http://www.c1west.comlwholesale/cmo/review.html.

Documentation concerning existing processes not previously documented is being added to this PCAT. In
the introduction, clarifying information has been added to define escalations and expedites. Under the
Expedites subsection, the request and eligibility processes have been defined in more detail. Under the
Escalation subsection, a clarification regarding Qwest contacts has been added.

Current operational documentation for this product or business procedure is found on the Qwest Wholesale
Web Site at this URL: http://www.cwest.com/wholesale/clecs/exescover.html.

Comment Cycle:
CLEC customers are encouraged to review these proposed changes and provide comment at any time
during the seven day comment review period. Qwest will have seven days following the close of the
comment review to respond to any CLEC comments.

Qwest provides an electronic means for CLEC customers to comment on proposed changes. The Document
Review web site provides a list of all documents that are in the review stage, the process for CLECs to use to
comment on documents, the submit comment link, and links to current documentation and past review
documents. The Document Review Web Site is found at http3//vwvw.qwest.com/wholesale/cmp/review.html.
Fill in all requiredfields and be sure to reference the Notification Number listed above.

Timeline

Note: in cases of contiict bebueen the changes implemented through this notification and any CLEC Interconnection Agreement (whether based on the Qwest SGAT
or not), the rates, terms and conditions of such Interconnection Agreement shall prevail as between Qwest and the CLEC party to such Interconnection Agreement.

The Qwest Wboiesaie Web Site provides a comprehensive catalog of detailed information on Qwest products and services inducing speciiio descriptions on doing
business with Qwest. All information provided on the site describes current activities and process.

Prior to any modifications to existing activities or processes described on the web site, whoiesate customers will receive written notification announcing the upcoming

(;h3l'\ge_



Qwest* P

If you have any questions on this subject, please submit comments through the following link:
l http://www.qwest.com/wholesale/cmp/comment,html.

Sincerely,

Qwest

M

l H lI I Il l l l l l



Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation .- Exhibit JM-R4
Rebuttal Exhibits of Jill Ma in
February ts, 2007 W e  S t , `

Announcement Date:
Effective Date:

May 04, 2004
May 25, 2004

Document Number:
Notification Category:
Target Audience:

PROS.05.04.04.F.01631 .ExpeditesV8
Process Notif ication
CLECs, Resellers

Subject: CMP - Expedites & Escalations Overview - V8.0

Level of Change:
Associated CR Number or System Release
Number:

Level 2
Not Applicable

Summary of Change:
On May 4, 2004, Qwest will post planned updates to its Wholesale Product Catalog that include new/revised
documentation for Expedites & Escalations Overview - V8.0. These will be posted to the Qwest Wholesale
Document Review Site located at http://www.clwest.com/wholesale/cmo/review.html,

This change was originally noticed on April 8, 2004 via notification
PROS.04.08.04.F.01548.ExpeditesEscalationsV8. On April '13, 2004, Qwest received a CLEC comment that
requested a change to the disposition of the notification to a Level 4. Pursuant to Section 5.4.3.1 of the
Qwest Wholesale Change Management Process document, this request was discussed in the CMP monthly
Product and Process meeting held April 21, 2004. At that meeting, it was agreed that Qwest would provide
additional clarification to the existing process and to rectify the CLEC community to allow another comment
cycle. .

The proposed documentation updates are associated with existing processes that were not previously
documented. In the Introduction, clarifying information has been added to define escalations and expedites.
Under the Expedites subsection, the request and eligibility processes have been defined in more detail.
Under the Escalation subsection, a clarification regarding Qwest contacts has been added. In the Contact
section, a correction was made regarding the ASR Frame Relay contact and a telephone number was added
to LSR Tier 11 Additional information has been included in this update which provides what action will occur
depending on the type of service on the account.

Current operational documentation for this product or business procedure is found on the Qwest Wholesale
Web Site at this URL: httD://www.dwest.com/wholesale/clecs/exescover.html.

Comment Cycle:
CLEC customers are encouraged to review these proposed changes and provide comment at any time
during the seven day comment review period. Qwest will have seven days following the close of the
comment review to respond to any CLEC comments.

Qwest provides an electronic means for CLEC customers to comment on proposed changes. The Document
Review web site provides a list of all documents that are in the review stage, the process for CLECs to use to
comment on documents, the submit comment link, and links to current documentation and past review
documents. The Document Review Web Site is found at http1//vwvw.owest.com/wholesale/cmp/review.html.
Fill in all required fields and be sure to reference the Notification Number listed above,

Note: in cases of conflict between the changes implemented through this notification and any CLEC interconnection Agreement (whether based on the Qwest SGAT

or not), the rates, terms and conditions of such Interconnection Agreement shall prevail as between Qwest and the CLEC party to such Interconnection Agreement

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed iniormaiion on Qwest products and services including specific descriptions on doing

business with Qwest. All information provided on the site describes current activities and process.
Prior to any modifications Io existing activities or processes described on the web site wholesale customers iii receive written noiiNcaiion announcing the upcoming

change



Planned Updates Posted to Document
Review Site

Available May 04, 2004

CLEC Comment Cycle on Documentation

Begins

Beginning May 05, 20o4

CLEC Comment Cycle Ends 5:00 PM, MT May 11, 2004

Qwest Response to CLEC Comments (if
aoplicabie)

Available May 18, 2004
hMo://www.Qwest.comMholesale/cmn/review archive.htmi

Proposed Effective Date Mav 25. 2004

Qwest

Timeline

If you have any questions on this subject, please submit comments through the following link:
| http:l/www.qwest.com/wholesale/cmo/comment.html.

Sincerely,

Qwest

/

*
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# Page/Section CLEC Comment Qwest Response

1 Eschelon
05/10/2004
Comment:
Eschelon continues to have
concerns regarding
PROS.05.04.04.F.01631.Expe
ditesV8.
1. Eschelon requests that
language be added to indicate
that expedites are when the
requested due date is shorter
that the standard interval as
defined in Qwest's Service
Interval Guide (she) or the
CLEC's ICA.
2. Although the list of
conditions for which expedites
are granted was not red-lined
in this notice, Eschelon
believes that Disconnect in

1. Qwest accepts this comment and will make
the following changes to this version of the

document:

The published version will be revised to read:
"Expedite requests are for situations where
the requested due date is shorter than the
interval defined in our Service interval Guide
(SIG) or your Interconnection Agreement

(ICA)."

2. Although Qwest agrees with your comment in
theory, Qwest believes that it is important to
state that currently this is a situation that
qualifies as an expedite. There may be
circumstances that exist for some customers
who want or need to submit a LSR in order for
information to be reestablished and billed in
their systems. Qwest will continue to allow
this exception in the expedite section so all

Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation - Exhibit JM-R5
Rebuttal Exhibits of Jill Martain
February 13, 2007

Qwest
Qwest Response to Document In Review

Response Date:

Document:

Original Notification Date:

Notification Number:

Category of Change:

May 18. 2004

Produet/Process: CMP - Expedites & Escalations Overview - v8.0

May 04, 2004

PROS.05.04.04.F.01631 .ExpeditesV8

Level 2

Qwest recently posted proposed updates to CMP - Expedites & Escalations Overview -v8.0. CLECs were
invited to provide comments to these proposed changes during a Document Review period from May 05,
2004 through May 11, 2004. The information listed below is Qwest's Response to CLEC comments provided
during the review/comment cycle.

Resources;
Customer Notice Archive
Document Review Site

http://wvvw.cwest.com/wholesale/cmn/review archive.html
htto://vwvw.awest.com/wholesale/cmo/review.html

If you have any questions on this subject or there are further details required, please contact Qwest's
Change Management Manager at cmocomm@Qwest.com.

Qwest Response to Product/Process CMP - Expedites & Escalations Overview -
V8.0 Comments

Note: In cases of contiict between the changes implemented through this notification and any CLEC interconnection agreement (whether based on
the Qwest SGAT or not), the rates, terms and conditions of such interconnection agreement shall prevail as between Qwest and the CLEC party.

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information on Qwest products and services including specific
descriptions on doing business with Qwest. All information provided on the site describes current activities and process. Prior to any modifications

to existing activities or processes described on the web site, wholesale customers will receive written notification announcing the upcoming change.
1



emir byQwest is not an
expedite. Expedites are CLEC
requested and should have an
associated LSR. In the case of
a disconnect in nor by Qwest,
the CLEC did not request the
disconnect. Eschelon believes
disconnect in error by Qwest
should be removed from the list
of expedite conditions and be
considered an escalation.
3. Eschelon would like
additional language added for
clarity to the following
paragraph: An expedited
request can be made either
prior to, or after, submitting
your service request. When
the request is submitted, the
EXP Held should be populated
on the LSR or ASR Form and
the REMARKS nerd should
contain the reason for the
expedited request. You may
be asked to provide verification
of the expedited reason.
Eschelon requests the
following changes be made to
clarify the options available for
requesting an expedite: An
expedited request can be
made either prior to, or after,
submitting your service
request. To request an
expedite you can either?
Request a due date shorter
than the SIG or /CA interval on
you LSR. The EXP field should
be populated on the LSR or
ASR Form and the REMARKS
field should contain the reason
for the expedited request. or
Request the standard (SIG)
interval or /CA interval on the
LSR and call the Qwest Call
Center on 1-888-796-9087 to
process the expedite. You may
be asked to provide verification
of the expedited reason
4. Eschelon also requests that
Qwest outline the details or
documentation needed to verify
an expedite reason in the
PCA T.

customer experiences can be addressed.
This comment is respectfully declined.

3. Qwest accepts this comment and will amend
the section in this version of the document. of
special note, as Qwest communicated in the
CMP monthly Product and Process meeting
held April 21, 2004, a call to the Qwest Call
Center is required on all expedited requests
to proceed with processing. Adding the
expedited due date helps to shorten the
process as Qwest will know what date you
are requesting up front.

The current revision reads as follows:

To request an expedite on service requests
issued via a Local Service Request (LSR),
you may contact the Qwest Call Center on 1-
888-796-9087.

To request an expedite on service requests
issued via an Access Service Request (ASR),
you may contact one of the following two
centers, depending on which center
processes your service requests:
• Des Monies, lA on 1-877-340-9627
• Salt Lake City, UT on 1-800-333-5498

The published version will be revised to read
as follows:

To request an expedite on a Local Service
Request (LSR) you can either:
• Submit the request with your expedited

due date and populate the EXP field.
Also include in REMARKS the reason for
the expedited request and then call the
Qwest Call Center.

» Submit the request with a due date
interval from our SIG or your ICA and
then call the Qwest Call Center.

in both scenarios, a call to the Qwest Call
Center on 1-888-796-9087 is required to
process the expedited request.

To request an expedite on service requests
issued via an Access Service Request (ASR),
you may use either of the options described
above for LSRs to submit the ASR. You
should then contact one of the following two
centers depending on which center processes
your service requests:
• Des Moines, lA on 1-877-340-9627
• Salt Lake City, UT on 1-800-333-5498

Qwest?-
.3
34

Qwest Response to ProductlProcess: Comments 2



4. Qwest accepts this comment and will move
the sentence to follow the expedite
instructions for LSR and ASR. Qwest will
amend in this version of the document to add
the yellow highlighted section to read as
follows:

"You may be asked to provide verification of
the expedited reason, such as in medical
emergencies or grand opening events. The
type of verification required will depend on the
specific circumstances of the expedite and
will be determined on an individual Case
Basis (ICE)."

Qwest."

4

Qwest Response to Product/Process: Comments 3
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Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-0105t B-06-0257
Qwest Corporation - Exhibit JM-R7
Rebuttal Exhibits of Jill Martain
February 13. 2007

Qwest Response to Document In Review

Response Date:

Document:

Original Notification Date:

Notif ication Number:

Category of Change:

November 18, 2005

Process: Expedites and Escalations V30

October 19, 2005

PRos.10.19.05.F.03380.ExpeditesEscalation$v30

Level 3

Qwest recently posted proposed updates to Expedites and Escalations V30 CLECs were invited
to provide comments to these proposed changes during a Document Review period from October
20, 2005 through November 3, 2005. The information listed below is Qwest's Response to CLEC
comments provided during the review/comment cycle.

Resources:
Customer Notice Archive
Document Review Site

httoz//www.Qwest.oomlwholesalelcnlal
http://www.qwest.com/wholesale/cmplreview.html

If you have any questions on this subject or there are further details required, please contact
Qwest's Change Management Manager at cmocomm@qwest.com.

Qwest Response to Product/Process Expedites and Escalations V30 Comments

As a course of doing documentation updates, it is not unusual for multiple changes to be in
process at any given time. These changes may or may not ultimately be implemented. Therefore,
CMP standard practice is to base the proposed changes on the current production Version, not a
Version that is in process. It appears that this practice led to the submittal of comments by the
CLECs during the V30 comment cycle that actually addressed changes made in V27 of this
document.

The picture below provides a timeline of the changes that have been made to this document.
Version 27 of the document included the change to make 2w/4w analog loops eligible for expedite
payments. That change was not commented on (other than a clarifying question on the rate)
during the comment cycle and became effective on 10/27/05. Because Version 28 had already
become effective, Version 31 was issued -- and merged the Version 27 changes with the Version
28 changes.

Meanwhile Version 30, which added language requiring an amendment to address expedites, had
been created. Because Version 30 was created before Version 27 had taken effect, it did not
include the Version 27 language per CMP practice. The Version 30 changes will be incorporated
into the version that is in production on 1/3/06.

4

Several of the comments received on the Version 30 document actually address changes that
were made in Version 27. Qwest will not respond to the comments which address Version 27
changes but will respond to comments related to the Version 30 amendment language.

1



lfnoadd'l changes led, v 1 remains
in effect until v30's effective date.

V28 (based on
production V26)

Posted for Review
09/23/05

Effective 10/14/05
V30 (based on Production V28)

Induced requirement for contract
amendment

Posled for Review 10/19/2005
Eff€cfiv€ 01/03/05

# PagelSection CLEC Comment Qwest Response

1 McCloud
10/26/05
Comment:
Qwest announced it will
begin charging expedite fee
for 2w/4w loops on Oct.
27th. Qwest just posted a
Expedites and Escalations
V30 which still has the
2w/4w analog loop
exception included. I looked
at the previous version
(V29) and the exception was
also present in that version.
Qwest has given until
November 3rd to comment
on the V30 so I don't see
how (1) Qwest can begin
charging tomorrow (Oct.
27th) when the review isn't
complete and (2) Qwest can
even claim that 2w/4w
analog loops are no longer
an exception in the Pre-
Approved Expedite process
when it doesn't appear that
Qwest has addressed this
issue in prior reviews

The change referenced in this comment was
included in Version 27 which is already in
effect.

2 McCloud
11/1/05
Comment:

There is no condition being removed in the
Version 30 change. The change referenced
in this comment was included in Version 27

V26 in Erl*ect it

6 "Tb/3 "'\'lb7'1'6 "IU/1

1IAsn9e4x%1A Y28=9$?§99¢§§
410/31 11/7 11/1411/2111/28 12/5 12M212/1912/26 1/2

1/6/20067/18/2005

V27 (basedon prod V26)
Identities 2w/4w analog loops as

eligible for expedite charges
Posted for Review 09/12/05

Comments Recv'd
Effective 10/27/05

v29 (based on
prod V28)

Noticed 10/17
Retroded 10/18 I

Qwest Response to ProdudlProcess: Comments 2



Can you please clarify which
condition is being removed
where an expedite is
granted? Also, I see under
the "PreApproved
Expedites" section that the
first product listed is "UBL all
except 2W/4W analog"

Does this mean that we are
going to have this as an
exception starting with V30
going forward? Idon'tsee
this listed in the history log
as something that is being
added back into the
document as an exception.
Please advise. Thank you.

which is already in effect.

V30 is changing the process to require
expedite language in the customers
Interconnection AgreeMent (ICA) when an
expedite is requested for products that follow
the designed services flow. Products that
follow the designed services flow will not be
part of the Expedite Requiring Approval
process except in the state of Washington.

3 Eschelon
11-3-05
Comment:
In Qwest's response to
Covad's CR PC021904-11
Qwest said: "If a CLEC
chooses not to amend their
Interconnection Agreement,
the current expedite criteria
and process will be used."
The current "expedite
requiring approval process"
allows a CLEC to request an
expedite, at no charge,
when the customer's needs
met certain criteria.
Eschelon relied upon
Qwest's response and
based its decision to
comment, or not comment,
on that response. Qwest is
now failing to keep the
commitments it made to
CLECs in CMP, and in its
response to Covad, by now
changing its position on .
expedites and unilaterally
imposing charges via a
process change in CMP.
Qwest's proposed change to
remove the existing
approval required expedite
process for designed
products will negatively
impact Eschelon and its

In regards to Eschelon's comments regarding
Qwest's commitments with PC021904-1 ,
discrimination allegations and timing of
process notifications, Qwest submits the
following response:

incurred and finally, changed the pre

Qwest did meet its commitment to
PC021904-1. As with all processes that
exist, they do change over time. Qwest
utilized the appropriate CMP notification
processes to notify CLECs of the pending
changes. In fact, with this particular PCAT,
process changes have been implemented
since PC021904-1 was closed. For example,
Qwest changed the process when it bills
expedite charges in the following situations:
billing per ASR/LSR instead of per service
order, bill expedite charges on delayed
orders only when additional costs are

approved expedite process to include port
in/port within.

Qwest does not sell Unbundled Loops to its
end user customers so it is not appropriate to
make a comparison to retail in this situation.
Qwest is selling a pipe, not a switched POTS
service. The DSO UBL product can be used
for services other than a POTS type service
and Qwest does not know what service the
CLEC is providing its end user with the DSO
pipe. Therefore, Qwest's position is that there
is not the parity component that is being
raised with this comment.

<~=
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customers. Qwest said its
basis for this change is
"parity" and that Qwest retail
charges for all expedites for
"designed" services.
However, this claim of
"parity" is misleading as
Qwest's new pro! cess now
treats CLEC POTS
customers differently than
Qwest POTS customers.
Qwest defines parity based
on whether a service is
"designed." Qwest has
chosen to apply the "design"
process to DSO UBLs, but
not to its own POTS
customers. The result is
that though from the
customer perspective the
service is the same, Qwest
now proposes to treat them
differently for the expedite
process. The change
Qwest is proposing is
discriminatory to CLECs and
their customers. A CLEC
DSO UBL and a Qwest retail
1FB functionally are the
same service. A DSO loop is
merely a POTS line that
Qwest choose to provision
using a design flow process.
For example, a customer
could request an expedite
using the approval required
process when ordering
service from Qwest (e.g. a
1FB), and would not have to
pay additional charges for
the expedite. However, if the
customer orders service
from a CLEC via a DSO loop
and the customer requests
an expedite from the CLEC,
the CLEC and the customer
would have fol
pay an additional charge

for the same basic service.

Eschelon objects to Qwest's
proposed changes to the
current approval required

Finally, Qwest did choose to implement the
changes on different process notices. This
was done to allow the CLEC community
ample time to get the expedite amendments
through the implementation process, which is
longer than the CMP Level 3 notification
requirements. For each of the process
changes that were made on this process
since PC021904-1 completed, Qwest stated
clearly in the notification the process change
that was being made in each of the
notifications.

\
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expedite process because it
is discriminatory to CLECs
and CLEC customers. In
addition, because Eschelon
relied upon Qwest's
comments to Covad's CR,
Eschelon also objects to
Qwest's addition of UBL
DSO products to the pre
approved list of products.
Qwest chose to make the
change to the approval
required expedite process
after it added DSO loops to
the product list for pre-
approved products. The
result is that CLECs were
unable to effectively
comment on a change that
now, coupled with Qwest's
further change, significantly
impacts a CLEC's business.

4 McCloud
11-3-05
Comment: Qwest's removal
of the 2w/4w analog loop
exception from the
Expedites Requiring
Approval process places
CLECs at a competitive
disadvantage because it
forces expedite charges
upon the end user
consumer only when that
end user consumer is
purchasing from a facilities
based CLEC. These
expedite charges are not
applicable if the end user
consumer is purchasing
from Qwest or a non-
facilities based provider.

The change referenced in this comment was
included in Version 27 which is already in
effect.

5 PriorityOne
11-3-05
Comment:
PriorityOne
Telecommunications, Inc.
objects to Qwest's proposed
changes due to feeling that
it is discriminatory to
CLEC's and CLEC
customers. Adding UBL
DSO to the list of products is

The change referenced in this comment was
included in Version 27 which is already in
effect.

Qwest has noted PriorityOne's objection to
the process change associated with V30.
The process change associated with V30 is
being made to create consistencies across
Qwest's entire customer base for products
that follow the Designed Services flow.

,
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not "parity" as the
customer's perception is
that they are requesting a
"line". The end user does
not know whether the line is
POTs or UBL DSO. They
just know that it's a line.

Also, PriorityOne objects to
Qwest's proposed change to
remove the existing
approval required expedite
process for designed
products and note that it will
negatively impact
PriorityOne and its
customers.

6 Covad
11-3-05
Comment:
Regarding Qwest's
proposed change to remove
the existing approval
required expedite process
for designed products,
Covad requests clarification
regarding availability of
expedited services in the
state of Washington, where,
currently, Qwest does not
offer an expedited services
amendment. Covad
requests that Qwest
reiterate that the Expedites
Requiring Approval products
will still be available in the
State of Washington.

Qwest has reiterated that the Expedites
Requiring Approval process will still be
available in the state of WA in the V30 redline
document. Qwest currently has the following
two statements addressing the state of
Washington:

The Expedites Requiring Approval section of this
procedure does not apply to any of the products
listed below (unless you are ordering services in
the state of WA).

The Pre-Approved expedite process is available
in all states except Washington for the products
listed below when your ICA contains language for
expedites with an associated per day expedite
charge.

7 Integra
11-3-05
Comment:
Integra objects to Qwest
proposed change to remove
the existing approval
required expedite process
for designed products.
When Integra signed the
Qwest Expedite Amendment
we were not advised that by
signing the amendment it
would change the current
Expedites Requiring

Integra was not advised that by signing the
amendment it would change the Expedites
Requiring Approval Process for a couple of
reasons:

1) When an expedite amendment is signed,
the CLEC is automatically included in the
pre-approved process and the Expedite
Requiring Approval process is not applicable
any longer for the products identified in the
Pre-Approved Expedite section of the PCAT.
This was clarified and documented with
PC021904-1. in the meeting minutes for the
ad-hoc meeting held on July 9, 2004, Qwest

1
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Approval process. We
signed the amendment
believing that this would
ADD to our options of
having an order completed
outside the standard
interval. When integra
signed the amendment UBL
DSO loops were not
included as a product on the
list of products in the "Pre-
Approved Expedites" list.
When the UBL DSO was
added to this list Integra did
not comment as at that time
we still believed the
Expedites Requiring
Approval process was in
place for our use.

clarified that when a CLEC amends their
contract there are no reasons any longer and
that if Qwest expedites a request, expedite
charges apply.

2) The PCAT that was revised with
PC021904-01 states the following:

Requesting an expedite follows one of two
processes, depending on the product being
requested and the language in your
Interconnection Agreement (ICA). If the
request being expedited is for a product on
the list of products in the "Pre-Approved
Expedites" (see below) and your ICA has
language supporting expedited requests with
a 'Per day" expedite rate, then the request
does not need approval. If the request being
expedited is for a product that is not on the
defined list, or your ICA does not support a
'Per day" expedite rate, then the expedited
request follows the process defined in the
"Expedites Requiring Approval" section
below.

For the change that is being implemented
with V30, there is no change to the CLECs
that already have an expedite amendment in
place.

*
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IDENTIFICATION OF WITNESS

2 Q. PLEASE DESCRIBE FOR THE

EMPLOYMENT

COMMISSION YOUR CURRENT

I am currently employed by Qwest Services Corporation ("Qwest") as a Regional

Service Director. I have been employed by Qwest for 21 years, and have been

working in the telecommunications industry for 23 years. l hold a Certificate of

Computer Programming from Globe Business College

10

I have been working in Qwest's Wholesale Markets organization since May of

2004. I previously worked in Qwest's Wholesale Markets from 1988 to 1991

providing sales and support to a major Interexchange Carrier, and from 1997 to

2000 supporting a large Competitive Local Exchange Carrier (CLEC). As a

Regional Service Director, l provide service management functions in support of

CLECs. My responsibilities include clarifying Qwest's processes, providing

service analysis, acting as CLEC advocate, interfacing with Qwest internal

departments and providing escalation and expedite assistance, as needed. In

performing these responsibilities, l have gained extensive familiarity with

Eschelon Telecom of Arizona, Inc. ("Eschelon"), specifically with Eschelon's

practices as to accounts payable to Qwest

PURPOSE OF TESTIMONY

20

21 A.

Q.. PLEASE DESCRIBE THE PURPOSE OF YOUR TESTIMONY

The purpose of my testimony is to discuss three different issues. First, i will

describe difficulties Qwest has experienced with Eschelon regarding payment of

amounts owing to Qwest, including Eschelon's refusal to pay charges unless

they appear in Eschelon's interconnection agreement ("ICA"). Second, l will

discuss the fact that Eschelon requested several orders for unbundled loops to



10

11

12

13

14

15

16

17

18

19

20

1

2

3

4

5

6

7

8

9 Q.

A.

be expedited between January 2006 and March 2006, and that Qwest uniformly

refused to provide those expedites because Eschelon was not compliant with the

processes for obtaining expedites approved in the Change Management ProcesS

(CMP)., Third, I will discuss the specific facts concerning Eschelon's request that

Qwest disconnect a DS1 Capable Loop at the Marc Center, the facts and

circumstances surrounding this disconnect, and Eschelon's subsequent request

for Qwest to provision a new order for it on an expedited basis.

WILL YOU PLEASE SUMMARIZE YOUR TESTIMONY?

My testimony describes three different issues.

First, Eschelon has failed to pay millions of dollars owed to Qwest. Eschelon

routinely refuses to pay an invoice, even if  Qwest performed the work at

Eschelon's request, when a specific rate for the work is not set forth in an ICA.

Second, Eschelon was well aware of the fact that the process for expediting

orders for unbundled loops was modified in the Commission-approved Change

Management Process. Indeed, Qwest had rejected several requests from

Eschelon between January and March 2003 to expedite orders for unbundled

loops. On each occasion, Qwest informed Eschelon that it would not fulfill the

expedite request because Eschelon's ICA did not contain a rate to expedite

orders.

Ill. SUMMARY OF TESTIMONY

Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-.01051 B-06-0257
Qwest Corporation .
Direct Testimony of Jean NoVak
Page 2, August 28, 2006

21

22

23

24

25

26

Third, Eschelon specifically requested that Qwest disconnect a DS1 Capable

Loop that sewed the Marc Center in Mesa, Arizona. In this circumstance, Qwest

disconnected the loop per Eschelon's request. Then Eschelon improperly

attempted to cure its mistake by issuing a trouble report, rather than submitting a

new order. Eschelon compounded the problem by issuing a new order that did

not indicate on the Local Service Request ("LSR") that it wanted the order

1
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1

2

3

4

5

6

7

8

expedited. Eschelon's failure to do so slowed the entire expedite review process.

Then, almost a full day later, Eschelon orally requested that the order be

expedited. of course, Qwest rejected the request for the same reasons that it

had rejected many other orders in the past. Then Eschelon finally submitted a

request for a tariffed private line, and Qwest provisioned the circuit on the exact

same day that it was requested by Eschelon in its oral escalation. Everything

surrounding the circumstances at the Marc Center show that Qwest acted

professionally and responsibly.

I

9
10

Iv. IT HAS PROVEN DlFFICULT FOR QWEST TO COLLECT ACCOUNTS
PAYABLE FROM ESCHELON

11

12

Q. DESCRIBE YOUR JOB RESPONSIBILITIES INSOFAR AS THEY REQUIRE

INTERACTION WITH ESCHELON.

13

14

15

16

17

18

I am the principal point of contact for Eschelon at Qwest. As a result, l routinely

interact with Eschelon. As a general rule, Eschelon demands a great deal of my

time. Eschelon's representatives routinely escalate issues and demand prompt

responses. in my years of experience interfacing with CLECs, managing the

Eschelon account is much more time intensive than any other CLEC in Qwest's

14-state region.

19

20

21

22

23

Q. HAS QWEST HAD DIFFICULTIES CDLLECTING ON ACCOUNTS PAYABLE

FROM ESCHELON IN THE PAST?

Yes, Qwest has had extreme dif f iculty in collecting amounts payable from

Eschelon. Specifically, at the present time, Eschelon has outstanding accounts

payable to Qwest in the millions of dollars because Eschelon refuses to pay.

Q. CAN you PROVIDE EXAMPLES OF THESE DIFFICULTIES?24

25

26

Eschelon has refused to pay, for example, Maintenance of Service Charges.

. Eschelon has claimed in Oregon that these chartes are not commission-

i

A.

A.

A.

l  l l  l  l IIII_
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approved and are not in its negotiated interconnection agreement and, therefore

instead of paying the stated charges, Escheion has paid a rate effective in

another state and has continued to dispute the charges. This is despite the fact

that Qwest pointed Escheion to the specific provisions of the Oregon rate sheet

(Exhibit A) that support the charges. Here are more examples

Design Service Charge - Eschelon states that the rates in the ICA are

proposed and refuses to pay any rate

30 Day Minimum Billing - Escheon refuses to pay because the rates are

notlisted in the iCe

Prior to May 25, 2006, Eschelon's undisputed balances were over $3.0

Million. On May 25, zoos, Qwest sent a letter to Eschelon stating that

Eschelon was in default of its interconnection agreements (leAs) as well

as failing to pay under various Qwest tariffs with a resulting undisputed

balance of $3,128,651 .72». See Exhibit JN-1. On June 21, 2006

Eschelon stated in a letter to Qwest that Eschelon had made payments on

the undisputed past due balances. See Exhibit JN-2; However, upon

review. Qwest found that almost $1 .0 million had been paid by Eschelon

to an account for Oregon Telecom, a company Eschelon recently

acquired. Qwest, again, notified Eschelon on July 5, 2006, of undisputed

past due balances. See Exhibit JN-3

Based on the past history of Esc:helon's failure to pay for services rendered, as

well as its current conduct, Qwest has made a business decision to require

Eschelon to enter into an amendment to its leAs to order any service that is not

listed in the leAs with a corresponding rate
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1

2

v. ESCHELON'S KNOWLEDGE OF THE EXPEDITE PROCESS CREATED IN
CMP

3

4

Q. DESCRIBE YOUR INTERACTIONS WITH ESCHELON CONCERNING

EXPEDITES FROM AN HISTORICAL PERSPECTIVE.

5

6

7

8

g

10

11

12

13

14

15

16

17

Eschelon operates as a CLEC in six different states, one of which is Arizona.

Historically, Eschelon has requested expedited due dates in each of these states..

For all six states combined, Eschelon sought: (a) 201 expedite requests in 2003;

(b) 764 expedite requests in 2004, and (c) 370 such requests in 2005. Each

such request sought a shorter than standard interval. Historically, the reasons

provided by Eschelon for expediting due dates on unbundled loops were (a)

customer out of service, (b) customer moved without notice, (c) grand opening,

(d) Eschelon caused an outage for the customer or (e) Qwest caused an outage

for the customer. Irrespective of the time frame, including today, Qwest routinely

expedites orders where Qwest causes an outage for the Eschelon customer, and

Qwest provide such expedites at no charge. Over the course of time between

2003 and 2006, the processes for expediting orders changed several times via

the CMP.

18

19

20

21

22

23

24

25

26

A.

Eschelon is alleging that Qwest approved every expedite request regardless of

the reason prior to January 1, 2006. This is inaccurate. Eschelon's own Exhibit

D, attached to the testimony of Bonnie Johnson, demonstrates that Qwest

rejected some requests, and uniformly followed the process in existence at the

time for expediting orders for unbundled loops. As the process changed for

expedites via CMP, so did the response from Qwest. Eschelon's Exhibit D

contains only one circumstance where Qwest approved an expedite after

January 1, 2006. That situation arose as the result of a Qwest typographical

error. Because the problem was caused by Qwest's conduct, Qwest provided
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1

2

the expedite to Eschelon at no charge.

(Escalation Ticket 25882224 dated February 2006).'

See Confidential Exhibit JN-4

3

4

5

6

7

8

g

10

11

12

13

14

15

16

In March 2003, I personally attended an executive meeting with several Eschelon

employees and informed them of the substantial drain they were causing on

Qwest's resources because of the number of expedites/escalations that

Eschelon was requesting. For the month of February 2003 alone, Eschelon

submitted 1928 escalation tickets to Qwest - an average of 69 tickets per day.

See Confidential Exhibit JN-5. Of these tickets, approximately 10% concerned

requests by Eschelon for Qwest to shorten the provisioning cycle (requests for

expedites being one such example). This equates to about 10 requests each

business day to shorten the provisioning cycle. Over the last several years,

Qwest has worked with Eschelon, both independently and cooperatively via

CMP, to improve processes as well as the business interactions between the two

companies. The proof of these efforts can be seen in the fact that Eschelon

opened 572 escalation tickets in July 2006 - a 70% improvement over February

2003. See Confidential Exhibit JN-6.

Q.

=

17

18

19

WERE you AWARE OF THE FACT THAT THE PROCESS FOR EXPEDITING

AN ORDER FOR AN UNBUNDLED LOOP CHANGED IN 2005 AND BECAME

EFFECTIVE IN JANUARY 2006?

20

21

22

Yes. It was well known that in the Change Management Process (cap), a new

process was developed for expediting orders for unbundled loops. This new

process required that the CLEC have an interconnection agreement that

A.

1 Attachment D is also misleading because Eschelon is combining requests for nondesign (POTS) orders
with requests for design services (unbundled loops). For a more detailed discussion of the differences
between these types of orders, see the testimony of Renee Albershein and Jill Martain. Attachment D is
also misleading because it contains circumstances where orders are delayed because Qwest does not
have facilities to fill the cider. This is a completely different scenario, and did not belong in a discussion
of expedites .
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1
2

contained a rate for Qwest's expedite of unbundled loops. Eschelon's leAs did

not contain such a provision.

3

4

Q. WAS ESCHELON AWARE OF THE NEW CMP APPROVED PROCESS FOR

EXPEDITING ORDERS FOR UNBUNDLED LOOPS?

l
I
I
I

I

1

1

I

5

6

7

8

9

Yes, absolutely. I had many discussions with EsChelon about the subject. Each

time Eschelon requested involvement from my organization - Service

Management - to obtain an expedited due date for an unbundled loop, we

explained the new expedite process. I have attached emails confirming some of

those discussions. See Confidential Exhibit JN-7.

10

11

12

13

14

15

16

17

It is Eschelon's process to keep a matrix of issues that it brings to Qwest, which

require Qwest's research prior to responding. Eschelon has never included an

issue concerning expedites on unbundled loops because Eschelon knows the

process for expediting orders for unbundled loops (designed services). If the

issue is not resolved to Eschelon's satisfaction, Eschelon moves the item to the

"Unresolved" tab of the matrix. Qwest's

process for expediting orders for unbundled loops has never been included in

this matrix.

See Confidential Exhibit JN-8.

I
I

A.

theed, it was well known that the new CMP process for expediting orders for

unbundled loops would take effect in January 2006. Shortly thereafter, on

january 3, 2006, Eschelon submitted a request to expedite an order for an

unbundled loop. Qwest refused to provide the expedite because as required by

IMP, the Eschelon ICA did not contain a rate for expediting an order. Between

january 3, 2006 and March 7, 2006, Eschelon submitted more than tO requests

or similar expedites. Qwest refused each such request. During this timeframe, I

:continued to have discussions with Eschelon about the expedite process. There

Vere two key Eschelon employees that worked with Service Management

:concerning expediting due dates for unbundled loops, Ben Schulz and Ronda

r
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3
4
5
6
7
8
g

10

Knudson. Each time, Eschelon was directed to the PCAT, and informed of the

process requirements for expediting orders for unbundled loops. Eschelon

continued to open escalation tickets requesting expedited due dates without an

expedite amendment. On January 3, 2006, Eschelon opened Escalation Ticket

25868574, which stated Qwest made an error in provisioning an order.

Confidential Exhibit JN-9. After review, Qwest determined it did not cause the

error, and denied the requests and closed the ticket. id. On January 4, 2006,

Eschelon then contacted Service Management, and challenged the closure of

Escalation Ticket 25868574. Service Management reviewed the circumstances,

confirmed that the ticket was properly closed, and denied the request.

See

11

12

13

14

15

16

17

18

19

20

21

On February 6, 2006, Eschelon opened Escalation Ticket 25884338 requesting

an expedited due date for unbundled loops, and stated that the request

concerned a medical facility out of service. See Confidential Exhibit JN-10. In

reality, the orders were for new installs. Qwest denied the request because

Eschelon did not have an expedite agreement. Then on the same day, Eschelon

opened a second Escalation Ticket 25884367, claiming there were cable

problems at the same customer's location and requested an expedited due date

for the unbundled loops to obtain working service for the customer. See

Confidential Exhibit JN-10. Qwest told Eschelon to submit a trouble report to

the repair center because it concerned existing service. Qwest again denied the

expedite request.

I
22

23

24

25

26

On February 16, 2006, Eschelon opened Escalation Ticket 25889896 requesting

an expedited due date for unbundled loops that Eschelon disconnected in error.

See Confidential Exhibit JN-11. In this circumstance, Eschelon stated that it

was willing to pay the expedite charge. Qwest denied the request because

Eschelon did not have an expedite amendment.
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On February 17, 2006, Escheion submitted Escalation Ticket 25890448

requesting an expedited due date for an unbundled loop.

Exhibit JN-12. Qwest again advised Eschelon that the request would be denied

because Eschelon did not have an expedite amendment

See Confidential

It is abundantly clear that Eschelon was well aware of the process for expediting

orders for unbundled loops prior to Eschelon opening the 3 escalation tickets for

the Marc Center. See Confidential Exhibit JN-13

8 Vl. ESCHELON wAs THE CAUSE OF THE PROBLEMS EXPERIENCED AT THE
MARC CENTER

10 Q. DESCRIBE THE CIRCUMSTANCES THAT LED TO THE DISCONNECT OF

THE DS1 CAPABLE LOOP AT THE MARC CENTER

On March 8. 2006, Qwest received a LSR from Esche\on to disconnect a DS1

Capable loop for one of its customers. The disconnect was requested for March

15. 2006. See Confidential Exhibit JN-14. Over the course of the next few

days, Qwest sent notices to Eschelon informing Eschelon of its plan to

disconnect the loop as requested by Eschelon. Specifically, Qwest sent

Eschelon a Firm Order Confirmation (FOC) informing Eschelon .the disconnect

would occur on March 15, 2006 as requested. See Confidential Exhibit JN-15

Qwest also sent Eschelon a PSON stating the exact same thing. See

Confidential Exhibit JN-16. Despite receiving multiple notices, Eschelon never

asked Qwest to stop the disconnect, as a result, the disconnect took place as

scheduled on March 15, 2006

I later teamed that the DS1 Capable Loop sewed a customer in Mesa, Arizona

known as the Marc Center. I have come to learn that the Marc Center is a non

profit organization that serves people with disabilities
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Q. DID ESCHELON REQUEST THAT QWEST REPAIR THE DISCONNECTED1

2 FACILITY?

3

4

5

6

7

8

9

10

11

12

A. Yes, on March 15, 2006, Qwest initially sent a completion notice to Eschelon

informing it of the disconnect at 10:02 a.m. See Confidential Exhibit JN-17. At

10:23 a.m., Eschelon opened a mechanized trouble report asking Qwest to repair

the service. As Ms. Bonnie Johnson from Eschelon admits, a disconnect order

cannot be rectified with a trouble report. See Johnson Testimony at p- 29:15-

18. A new order must be submitted. Once this trouble report was issued, the

service was restored for a brief period of time. However, Eschelon never asked

Qwest to stop the disconnect process it had initiated.* As a result, the disconnect

process continued and the DS1 Capable Loop was disconnected on March 15,

2006.3

_

_

13

14

15

16

17

18

19

20

Eschelon suggests that its trouble report should have resolved the situation,

however, Eschelon knew otherwise. See Johnson Testimony at p- 29:15-18.

Moreover, on March 16, 2006 at 2:37 p.m., notes created by Marc Center

personnel state that Jared Arnold of Eschelon contacted them and informed them

that "they will place an order to turn it back on but it will take 5 business days to

do rt." See Confidential Exhibit JN-18. This was just 1 hour and 22 minutes

after Eschelon contacted the Marc Center and told them that Qwest

disconnected the circuit on March 15, 2006.

21

22

Q. DID ESCHELON SUBMIT AN ORDER FOR A NEW DS1 CAPABLE

UNBUNDLED LOOP?

2 A request to stop a disconnect can occur before the disconnect occurs, meaning before Qwest sends
the completion notice..
s The technician that restored the service for a brief period of time performed this work outside of Qwest's
standard process. The technician is supposed to determine whether the outage has occurred due to a
disconnect order. The technician failed to follow this step at the process. The technician has since been
reminded of the process, and that he had acted outside of process. »

i
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1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

Yes. On Thursday, March 16, 2006, Eschelon submitted an order for a new DS1

Capable Loop. The order did not check the box on the LSR concerning an

expedite with a which would have let Qwest know that Eschelon wanted to

expedite the order. See Confidential Exhibit JN-19. Instead, at 12:38 p.m. on

March, 17, 2006 - almost one full day after the new order was submitted -

Rhonda Knudson from Eschelon contacted the Qwest Call Center and asked that

the order be expedited. Ms. Knudson asked that the order be expedited "for

today or first thing Monday, 3/20/2006." See Confidential Exhibit JN-20. Less

than 2 hours later, Qwest rejected the request for an expedited due date. rd.

Eschelon then escalated the ticket further to me personally claiming medical

emergency. ld. I specifically informed Eschelon that the request did not qualify

for expedited orders on unbundled loops because it  did not sat isfy the

requirements of the expedite process set forth in the approved

CMP. ld. Thus, Qwest very promptly not once, but three times, informed

Eschelon that it did not qualify to obtain an expedited due date for the Marc

Center.

DO YOU HAVE ADDITIONAL DETAILS ABOUT THE EXPEDITE PROCESS

SPECIFICALLY AS IT RELATED TO THE MARC CENTER?

17 Q.

18

19

20

21

22

23

24

25

26

27

28

A.

A. Yes. I became involved with the expedited due date request for the Marc Center

on March to, 2006 at approximately 1:30 p.m. CST. l was contacted by Ronda

Knudson of Eschelon, who requested my assistance. Ms. Knudson requested

that I look at the LSP and see if l could assist. At this time, Ms. Knudson did not

have an LSR or order number for me to investigate. I waited until approximately

t:59 p.m. CST for Ms. Knudson to call me again to tell me the LSR or order

number, and then I called another contact at Eschelon to get Ms. Knudson's

contact information. At 2:11 p.m. CST, Ronda Knudson returned my call with the

LsR; l asked Ms. Knudson if there was an open escalation ticket. After our

conversation, Ms. Knudson opened an escalation ticket. At no time during this

I
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1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

conversation did Ms. Knudson mention to me that a trouble report had been

opened on the disconnected circuit, nor did she request my assistance with

Eschelon's belief that the repair ticket should have resolved the out of service

condition for the Marc Center. Eschelon is well aware that disconnected

services can only be reinstated with a new order, and that was the reason

Eschelon had issued a LSR for a DS1 Capable Loop for the Marc Center. l had

discussions with the Minneapolis Center Team Lead regarding any possibility at

expediting the order for the unbundled loop. After reviewing the LSR, Qwest

determined that Eschelon had not requested reuse of facilities nor had they

provided the disconnect order number. The Minneapolis Center Team Lead and

myself contacted Ms. Knudson requesting the information. Ms. Knudson was not

available and we left a voice mail requesting the disconnect order. After we hung

up, the Minneapolis Center Team lead reviewed all the facts surrounding the

requested expedite including the letter Eschelon had faxed to Qwest describing

the business activities of the Marc Center. Based on Eschelon not having an

expedite amendment and based on the fact that there was no medical

emergency, Qwest denied the expedite request for the third time.

18

19

I then contacted Ronda Knudson, stating the expedite was denied. Ms. Knudson

left a voice message only home answering machine stating:

20
21
22
23
24
25
26
27
28

Hi Jean, its Ronda. Got your voice mail - understand. Wondering if
you could help me get them some QPP line installed right away.
What l'm hoping to do get them in today or tomorrow considering
we can order with due date of tomorrow for QPP. Can you give me
a call back. I did leave my cell phone home today. So
unfortunately you'll have to leave a voice mail if you don't get me.
But you can call me on 612-436-6299.

29

At approximately 6 p.m. CST, Ronda Knudson called me and asked if I would

approve the expedite if Eschelon agreed to pay the expedite charges. I advised
_
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her that Qwest would not be able to approve an expedite without an expedite

amendment

On March 18, 2006, Ronda Knudson called me at home requesting my

assistance on the subject once again. Ms. Knudson informed me that Eschelon

was submitting an ASR, ordering a special access service (DS1 private line) out

of the Qwest retail tariff, and that it would be paying the expedite charges set

forth in that tariff. After attempting to contact the order writing center, I learned

that the Qwest Des Moines Center was closed on Saturday so the order could

not be filled on Saturday, March 18, 2006. I advised Ms. Knudson, and

requested the PON number for the ASR. I stated that I would get the order

written as soon as possible on Monday, March 20, 2006. l contacted Ronda

Knudson at 7:30 a.m. CST on March 20, advising that the order was ready but l

needed Eschelon to submit a supplemental order to change the expedited due

date from March 18 to March 20, 2006. Eschelon complied with the request and

by end of day the new service was working at the customer's location

16 Q. EVEN IF THE FORMER EXPEDITE PROCESS WAS IN PLACE, WOULD THE

MARC CENTER QUALIFY FOR AN EXPEDITE?

No. After Eschelon complained, I performed some research and verified that the

Marc Center had additional lines into the facility. Thus, the Marc Center had

existing telephone service during the time frame in question, including 911

sewce. The DS1 Capable Loop was intended to provide additional service into

the individual rooms at the Marc Center. I have been informed, based on an

interview with personnel at the Marc Center, that the Marc Center was fully

aware of the fact that they had 911 service through existing lines. As a result, I

understand that a memo was distributed to Marc Center personnel about how to

make a 911 call. Indeed, during the few days when the service was down, on

one occasion 911 service was utilized, and the Marc Center used the existing
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1

2

circuits to make the 911 call. The 911 call was completed, and things worked out

well. Thus, no medical emergency existed.

3

4

5

Q. GIVEN THAT ESCHELON WAS THE CAUSE OF THE DISONNECT IN

ERROR, DOES IT MAKE SENSE THAT ESCHELON PAY AN EXPEDITE

CHARGE?

6

7

8

9

10

11

12

13

Froma purely practical perspective, it seems incongruous for Eschelon to claim

that it does not need to pay an expedite fee when a customer is disconnected

due to an Eschelon error. in all circumstances, if Qwest causes a disconnect in

error, it restores the service at no charge. in this circumstance, it is undisputed

that the Marc Center lost its DS1 Capable Loop due to an Eschelon error. In that

circumstance, Eschelon should be thanking Qwest for helping them get the

service restored. This is clearly a circumstance when Eschelon should be ready,

willing and able to pay an expedite fee.

14 Q. DOES THIS CONCLUDE YOUR TESTIMONY.

15 Yes, it does.

_

_

i.

I
I

I

A.

A.

Q
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Spirit of Service"

May 25, zoos

Va E-mal? and Certified Mail, Return Receipt Requested

Christopher Gilbert
Eschelon Telecom
730 2¥\d Ave s
Minneapolis, MN 55402

Re: Past Due Balances

Dear Christopher:

This letter constitutes notice of default under the interconnection agreements between
Qwest Corporation ("Qwest") and Eschelon Telecom, Inc. and its affiliates ("Eschelon") in
Arizona, Colorado, Minnesota, Oregon, Utah, and Washington (individually and collectively, the
"ICA"). This letter further constitutes notice of default under Qwest's federal tariff, Tariff
F.C.C. No.1 (the "Tariiff").

=

This notice is sent to you pursuant to the notice provisions of the ICA and the Tariff For
at least the past two years Eschelon has engaged in what can only be described as a deliberate
strategy of dilatory payments to Qwest. On average, Eschelon takes over 73 days to pay its
invoiced charges. This is 30 to 40 days longer than other CLECs in its peer group, Le., those
CLECs incurring similar monthly charges. Even then, Eschelon does not consistently pay
undisputed past due amounts in full. As a result, Eschelon has accumulated a significant
undisputed past due balance that rolls from month to month and never gets paid in a timely
fashion.

As of May 24, 2006, Eschelon's undisputed Pam due ba.1anceunder the ICA and the
Tariff was $3,128,651.73. 1

1 This figure reflects Eschelon's past due amount according to Qwest's records as of May 24, 2006 less the
$932,368.84 in pending disputes as of April 25, 2006 according to e-mail correspondence 'from Dennis Ahlers of
Eschelon. Qwest has been advised that Eschelonbelieves that a greater amount is in fact in dispute. lf Eschelon
believes the amount in disputes pending has changed since April 25, 2006 Qwest should be advised of that fact.
Qwest believes that a significant percentage of the pending disputes have been determined to be correctly billed by
Qwest. Qwest reserves its rights to address these charges separately and to challenge Eschelon's pending dispute

f igure.
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In response to Eschelon's payment practices, Qwest has repeatedly damainded, in writing,
that Eschelon comply with the ICA and Tariff payment deadlines. However, Eschelon has
routinely ignored these demands and has chronieally missed payment deadlines and paid
substantial undisputed charges under the ICA and Tariff well past the due date, if at all. Qwest is

forced townclude that Eschelon has come to rely on Qwest, at least in part, to finance its
operations. This situation is detrimental to Qwest and has become mw1¢i~ab1¢.2

Under the terms of the ICA, failure to pay timely amounts due thereunder constitutes a
material breach Because omits undisputed past due balance, Eschelon is in breach of the ICA.
As a result of Eschelon's breach, Qwest is entitled under the IcA.to "pursue all available legal
and equitable remedies." This includes, but snot limited to, suspending sem'ee order activity.

In addition, Eschelon owes undisputed past due amounts under the Tariff. Pursuant to
section 2.1.8(A) of the Tariff, Qwest is entitled to pursue various remedies 'm the event ofdefaMt
including, but not .limited to, suspension of service order activity.

Accordingly, in compliance with the ICA and Tarim provisions cited above, Qwest will
exercise its right to suspend all Eschelon sen/ice order activity under the ICA and the Tariii
effective June 26, 2006. All undisputed past due amounts under both the ICA and the Tari13`,
including applicable late payment charges, must be paid before June 26, 2006 to avoid
suspension of service order activity under the ICA and the Tariff To obtain the current amount
owed and/or to arrange to pay the past due balanceplease contact: Kathie Maid (801-239-4483)
or Valene Kipp (801-239-4215), 250 Bell Plaza, 6th Hoot, ant Lake city Utah, 84111; 801-239-
4483. No fuNnier notices will be sent.

Qwest reserves the right to pursue all other available remedies, legal and equitable, until
all undisputed past due amounts under both the ICA andthe Tariff, including applicable late
payment charges, are paid.

i=
l

z It should be noted that the undisputed past due amount stated herein is accurate as of May 24, 2006
according to Qwest's records. It is exceedingly difficult to calculate with precision Eschelon's past due balance at
any given point 'm time in large part because of the payment practices described in this letter. `

3 Arizona ICA section 32.l.1, Colorado ICA section21.1.1, Minnesota ICA section 1.4.1, Oregon ICA
section 1.4.1, Utah ICA section 32.1.1, Washington ICA section 32.1.1.

1
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You may contact me directly with any questions about this notice.

Sincerely,

Valene Kipp

cc: J. ieirefy Oxley
Karen Clausen
Arizona Corporation Commission
Colorado Public Utilities Commission
ll/Iinncsota Public Utilities Commission
Public Utility Commission of Oregon
Utah Division of Public Utilities .
Washington Utilities and Transportation Commission I
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Qwest;
. Spirit of Service""

250 Bell Plaza, Rm 602
Salt Lake City, UT 84111

July 5, 2006

William D. Markers
Executive Vice PreSident
Eschelon Telecom, inc.
730 Sec:ondAvenue South, Suite 900
Minneapolis, MN 55402

Re: Escheion accounts
J

Dear Mr. Markert:

Thank you for the payments made by Escheton Telecom, Inc. ("Eschelon") in
response to the letter from Valene Kipp of Qwest Corporation ("Qwest") dated May 25, 2006
("Default Notice"). As we review Esehelon's accounts in light of the payments made, there
are several issues that require immediate attention. .

:
I

First, it appears that a substantial portion of the payments made by Eschelon in June
(almost one million dollars) were made on behalf of Oregon Telecom. That, in combination
with the fact that there remains a large discrepancy between our two companies concerning
the amounts that each claims is in dispute, creates uncertainty around the status of
Eschelon's accounts. According to Qwest's records, Eschelon accounts are over $600,000
in arrears and therefore, remain in default However, we recognize that, at least in part. this
understanding of Eschelon's account status may be caused by the large dispute
discrepancy noted above. Therefore, without waiving any rights and without making any
final determination as to whether Eschelon has cured the default identified in the Default
Notice, Qwest will, for the time being, refrain from taking further collection action against
Escheion. However, this billing dispute discrepancy needs to be reconciled quickly. l have
attached a spreadsheet detailing the disputes that Qwest believes are in pending status. We
need you to respond, in detail, stating your agreement or disagreement with Qwest's
position and further stating with specificity other billing disputes Eschelon claims remain
open. We request that you respond by July 17, 2006 so that We may work jointly to
reconcile and resolve this large backlog of pending disputes.

On a related matter, Eschelon has recently inquired about Qwest's process for
applying billing adjustments. Qwest does not adjust accounts by issuing billing refunds to
any carrier with a past due balance. Rather, in 'that situation, Qwest will apply any credits
due and owing to past due balances. While Qwest will refrain from pursuing collection
action against Eschelon so long as the issues discussed in the preceding paragraph are
being addressed, Qwest is not willing to alter its billing adjustment prccessurlder these
circumstances. Until Qwest can be reasonably certain that Eschelon's accounts are current,
Qwest will rot issue refunds but will apply billing creditsto Eschelon's accounts when billing

I

i

I
l

i
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adjustments are necessary. This is yet another reason why resolutiOn of the pending billing
disputes is imperative

Finally, as an administrative matter, Qwest requests that you copy my department, at
the address noted above, with the payment remittance sent to the payment center each
month with your payments. Many customers do this and it is extremely helpful to us in
tracking payments to allow us to more efhcientlymanage your accounts and, wehope, to
avoid many disputes in the future. At a minimum, this should help us in the future to allocate
payments between Eschelon and Oregon Telecom

Thank you for your attention to these matters, we look forward to resolving these
matters and working toward an improved relationship

l

I

!
I

I

I

i

t

Sincere\y

T

Mary Dobesh
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IN THE MA'ITER oF ESCHELON TELECOM
OF ARIZONA, INC.

vs

QWEST CORPDRATION

STATE OF MINNESOTA
COUNTY OF ST. LOUIS

Jean Novak, of lawful age being first duly swam, deposes and states:

Further af6ant sayer not.

Jean Novak

SUBSCRIBED AND SWORN to before mEmphis , ; > W 3av of August, 2006

C

k l
v.

My name is Jean Novak. I am a Regional Service Director - Wholesale Markets
for Qwest Services Corporation in Virginia, Minnesota. Ihave causedto be filed
written direct testimony in Docket Nos. T-03406A-06-0257 and T-01051 B-06-
0257.

4"'=.c*

I hereby swearand affirm that my answers contained in the attached testimony to
the questions therein propounded are true and correct to the best of my
knowledge andbelief.

BEFORE THE ARIZONA CORPORATION COMMISSION

I ~.'

:`.*_.l8IL

Q| *.° - .W q0hQ"¢§

Complainant,

Respondent.

994
' (Notary Public

)
)

4
) DOCKET no. T-03406A-06-0257
) T-01051 B-06-0257

)
)
)
)
)
)
)
)  :
)
)
)
)

AFFIDAVIT OF
JEAN NOVAK

SS

I l m

J

My Commission Expires: I»6/15767/8
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1 I. IDENTIFICATION OF WITNESS

2

3

4

5

6

7

Q. PLEASE STATE YOUR NAME, OCCUPATION AND BUSINESS ADDRSS.

My name is Jean Novak. My business address is 107 n. 15"1 Ave, Virginia, MN.

I am currently employed by Qwest Services Corporation ("Qwest") as a Regional

Service Director. I have been employed by Qwest for 21 years, and have been

working in the telecommunications industry for 23 years. I hold a Certificate of

Computer Programming from Globe Business College.

8

9

1 0

Q. ARE you THE SAME JEAN NOVAK THAT FILED DIRECT TESTIMONY ON

AUGUST 28, 2006 IN THIS CASE?

Yes, I am.

11 ll. PURPOSE OF TESTIMONY

12

13

14

15

Q. PLEASE STATE FOR THE COMMISSION YOUR REASON FOR FILING THIS

TESTIMONY.

I am responding to the assertions on page 25 of Ms. Pamela Genung's Direct

Testimony, which states:

16
17
18
19
20

The customer's expedite order referenced in this complaint
def in i te ly fa l ls under the condit ions where the end-user is
completely out of service (primary line). Due to the nature of the
customer,  the order cou ld  a lso be c lassi f ied as a  medica l
emergency.

21

2 2

2 3

A.

Q

A.

A.

These assertions are inaccurate. The DS1 Capable Loop order that Eschelon

sought to expedite in March 2006 did not qualify as an emergency condition of

any kind.
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1 REBUTTAL OF STAFF WITNESS PAMELA GENUNG

Q.2

3

4

PLEASE DESCRIBE WHY THE ORDER REFERENCED IN THE COMPLAINT

DID NOT CONCERN

IS COMPLETELY OUT OF SERVICE (PRIMARY LINE)".

"CONDITIONS WHERE YOUR END-USER CUSTOMER

5

6

7

One of the emergency conditions justifying an "Expedite Requiring Approval" for

POTS services is "conditions where your end-user customer is completely out of

service (primary line)." See Exhibit JN-R1.

8

9

10

11

12

The customer referenced in Eschelon's Complaint did not satisfy this criterion

under any circumstances. I have verified that the customer in question had

several working lines to its location even after Eschelon disconnected the DS1

Capable Loop in error. As l explained in response to Eschelon Interrogatory No.

3-1:

13
14
15
16
17
18
19
20
21

I ... reviewed all the working services at the "named customer"
address. I verified in the Qwest inventory system that the services
were still active, verified the customer of record was Eschelon, and
the addresses for the A and Z location and type of service. I then
pulled the circuit history in CEMR and was able to determine the
order number and date the service was installed. During this
research, l verified that there was additional service working at the
"named customer's" address and Eschelon was the customer of
record.

22

23

See Confidential Exhibit JN-R2 Thus, it is erroneous to assert that the

customer's primary line was completely out of service.

24 Q. PLEASE DESCRIBE WHY THE ORDER REFERENCED IN THE COMPLAINT

DID NOT CONCERN A "MEDICAL EMERGENCY

26

A.

A One of the emergency conditions justifying an "Expedite Requiring Approval" for

POTS services is a "Medical Emergency." See Exhibit JN-R1. As I stated

above. in her Direct Testimony, Ms. Genung postulates that the request for an
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1

2

3

expedite for the order at issue for the customer would have been justified as a

medical emergency. But this customer could not have satisfied the medical

emergency criterion either.

4

5

6

7

8

9

First of all, the purpose of the medical emergency criterion is to ensure the

customer has 911 service. Here, as I explained in response to Eschelon

Interrogatory No. 3-2, Qwest personnel interviewed the customer and learned

that the customer had 911 service at all times, that the customer had distributed

a memo about its existing 911 service, and that the customer had then used the

911 service when the DS1 Capable Loop was out of service:

10
11
12
13
14
15
16
17

[Eschelon's disconnect in error occurred when] The "named
customer" was in the process of disconnecting line "480-xxx-xxxx"
based on an order from Tim Owen. However, instead of
disconnecting the one line, Eschelon disconnected the "named
customer" T-1 instead. Eschelon claimed
was the cause of the improper disconnect. The named customer"
complained to Eschelon. Eschelon eventually informed the "named
customer" that the problem was due to an error by Eschelon.

an employee in training

18
19
20
21
22
23
24
25

The "named customer" personnel explained that they have
approximately 3000 clients and about one to two 911 calls per
month. During the outage, the "named customer" distributed a
memo identifying the additional phone lines on its campus where
911 calls could be made. During the time when service was out,
the "named customer" has a client with heart distress. Based on
the memo, one of the existing phone lines was used to make a 911
call, and everything worked out well.

26
27
28
29
30
31

The "named customer" personnel also stated that they created a
memo concerning the subject at the request of Eschelon. The
"named customer" personnel stated that they knew Qwest was
following procedures, but were never informed that Qwest's
procedures would have allowed their original service to be restored
by paying a $200 per day expedite fee. "Named customer"
personnel stated this is a fact they would have liked to have known

*

See Confidential Exhibit JN

an expedite based on a medical emergency

-RE Thus, the customer at issue did not qualify for
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1

2

3

4

Second, in order for a CLEC to claim a medical emergency exists, the CLEC

generally provides Qwest with a doctor's written verification of the condition.

Eschelon did not forward valid verification to Qwest as part of the expedite

request at issue here.

5

6

7

Q. Ms. GENUNG SUGGESTS THAT THE REQUEST FOR AN EXPEDITE AT

ISSUE HERE QUALIFIED AS A MEDICAL EMERGENCY "DUE TO THE

NATURE OF THE CUSTOMER." DO YOU AGREE?

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

A. Ms. Genung seems to suggest that the customer at issue qualifies for a "medical

emergency" expedite simply due to the nature of its business. Much of the

customer's business is discussed in the attached exhibit, which comes directly

from its web-page. See Confidential Exhibit JN-R4. Many of the services the

customer provides are related to adult day-care and a work environment that

allows adults "with developmental, physical and mental disabilities" to be

productive. The work performed by this customer is certainly to be commended,

however, even it recognizes that the need for 911 services is a rare situation.

During Qwest's interview of the customer, the customer stated that it has one to

two 911 calls per month for its 3000 customers. Published information from the

ALl (911) database shows that a 911 call is received on about 3.7% of wireline

access lines each month. When the DS1 Capable Loop is in place, the customer

at issue has over 100 access lines at its center. Extrapolating these numbers,

one would expect about four calls per month. Despite this, the customer actually

had less than that. The data does not show that the customer at issue, just on

the basis of the nature of its business, necessarily qualifies as a medical

emergency for purposes of expediting an order. indeed, during Qwest's

interview of the customer, it did not claim to be a location justifying a medical

emergency.
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1

2

3

Q. IN LIGHT OF THESE FACTS, DOES QWEST AGREE WITH STAFF THAT

QWEST SHOULD CREDIT ESCHELON THE $1800 EXPDITE FEE FOR THE

NAMEDCUSTOMER?

4

5

6

7

8

9

Absolutely not. Under the historic process, Eschelon would never have obtained

an expedited due date for the customer at issue. Under the process in place at

the time Eschelon submitted the order, every high capacity circuit (whether a

DS1 Capable Loop or equivalent private line) was subject to a $200/day expedite

fee. Qwest provisioned the ordered circuit 9 days earlier than the standard

interval, as such, the Commission should order Eschelon to pay the $1800 fee.

10

11

Q. DOES THIS CONCLUDE YOUR TESTIMONY?

A.

A. Yes, at this time..
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History Log (Link italicized text tot Replace Existing Download With Attached History Log)

Introduction
Qwest quickly responds to your escalation or expedite requests offering you clear and complete
explanations so you can satisfactorily respond to your end-users.

Expedites are requests for an improved standard interval that is shorter than the interval
defined in our Service Interval Guide (SIG) (Link italicized text to;
http;//www.qwest.comlwholesate/guides/sig/index.htmI) or your interconnection Agreement
(ICA), individual Case Basis (ICE) or committed to ICE (Ready for Service (RFS) + Interval)
date.
Escalations can be initiated for any issue, at anytime, and at any escalation point.
Escaiations can also be for requests for status or intervention around a missed date.

The following summarizes the processes used within Qwest for all Wholesale Products and
Services to handle expedite and escalation requests.

Expedites

Requesting an expedite follows one of two processes, depending on the prod act being requested
and the language in your interconnection Agreement (IcA). If the request being expedited is for a
product on the list of products in the "PreApproved Expedites" (see below) and your ICA has
language supporting expedited requests with a "per day" expedite rate, then the requested does
not need approval. If the request being expedited is for a product that is not on the defined list, or
your ICA does not support a "per day" expedite rate, then the expedited request follows the
process defined in the"Expedites Requiring Approval" section below.

Expedites Requiring Approval
For products not listed in the Pre-Approved Expedite section below, (non-designed products such
as POTS, Centrex or DSL service), or if your ICA does not contain, or has not been amended to
include language for expedites with an associated "per day" expedite rate for those specified
designed services, the following expedite process applies. Expedite charges are not applicable
with the Expedites Requiring Approval process.

Following is a list of conditions where an expedite is granted:
• Fire .
» Flood
¢ Medical emergency
• National emergency

Conditions where your end~user is completely out of service (primary line)
» Disconnect in error by Qwest

Requested service necessary for your end-user's grand opening event delayed for facilities or
equipment reasons with a future RFS date

- Delayed orders with a future RFS date that meet any of the above described conditions
» National Security
» Business Classes of Service unable to dial 911 due to previous order activity
¢ Business Classes of Service where hunting, call forwarding or voice mail features are not

working correctly due to previous order activity where the end-users business is being
critically affected

Page 1 of 9
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For any of the above conditions, expedited request can be made either prior to, or after,
submitting your service request.

Arizona Corporation Commission
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Qwest Corporation =Exhibit JN-R1
Rebuttal Exhibits of Jean Novak

February 13, 2007
Page 2 of 9

To request an expedite on a Local Service Request (LSR) you can either:
» Submit the request with your expedited due date and populate the EXP Held. Also

include in REMARKS the reason for the expedited request and then call the Qwest Call
Center.
Submit the request with a due date interval from our SIG (Link italicized text to:
http;/lwvvw.qwest.comlwholesale/guides/sig/index,html) or your ICA and then call the
Qwest Call Center.

in both scenarios, a call to the Qwest Call Center is required on 1-888-796-9087 to process
the expedited request.

To request an expedite on service requests issued via an Access Service Request (ASR), you
may use either of the options described above for LSRs to submit the ASR. You should then call
1 800-244-1271

You may be asked to provide verification of the expedited reason or situation for any of the
expedite reasons listed above. in some cases, you may be asked for the service order number
that caused the expedite condition, such as the service order number that caused the hunting or
call forwarding expedite. The type of verMcation required will depend on the specific
circumstances of the expedite and will be determined on an Individual Case Basis (ICE).

Once your expedite request is received, your Wholesale representative will review the request
based on the previous list of available expedite scenarios to determine if the request is eligible for
an expedite. If approved, the next step is to contact our Network organization to determine
resource availability.

Depending on the type of service on the account, the following action is taken once the request is
determined to be eligible for an expedited due date:

Non-DesignedINo Dispatch Required
For requests that do not require a dispatch, the order is issued with the expedited due date.

Non-DesignedlDispatch Required
For requests that require a dispatch, the Network organization is contacted to determine
Technician availability. If appointments are available on the requested due date, your expedite is
granted. if no appointments are available, then Qwest will offer an alterative date, if one is
available, prior to the requested due date. You can expect to receive a response to your
expedited request usually within four business hours.

Designed Services
For Designed Services, the Network organization is contacted to determine resource availability
for the Central Office and Outside Technicians as well as for the Testers that work with you to
accept the service. You can expect to receive a response usually within four business hours.

Approved Expedited Requests

If the expedited request is approved and the original request contained the expedited due date
and the EXP field was populated, Qwest wm return a Firm Order Confirmation (FOG)
acknowledging the agreed to expedited due date. If the expedited or agreed to due date is
different from what was originally submitted on the ASR or LSR, Qwest will contact you and
request that you supplement your request with the agreed to expedited date. The EXP field on
the supplement ASR or LSR must also be populated. If the supplement is not received within

q

I
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four business hours, Qwest will continue to process the ASR or LSR as if the expedited red:i.?@§t'31§V31;»32g?89
was not received and will FOC back the standard interval or the original due date provided on the Q
ASR or LSR if it was longer than the standard interval.

Denied Expedited Requests

If denied, then we wit! provide you reasons that the request was denied or we will offer an
alternative date that we could install the service. If the request is denied, and you still want to
continue to have Qwest provision the service request, Qwest will return a FOC with the standard
intervalor the original due date provided on the FOC if it was longer than the standard interval.

Pre-Approved Expedites

The Pre-Approved expedite process is available in all states except Washington for the products
listed below When your ICA contains language for expedites with an associated per day expedite
charge. An expedite charge applies per ASR or LSR for every day that the due date interval is
improved, based on the standard interval in the SIG, ICA. or ICE criteria as described above. it is
not necessary for you to call into Qwest to have the expedite approved. To expedite a service
request on an ASR or LSR you must populate the EXP field and put the desired expedited due
date in the DDD field on the ASR or LSR.

NOTE: If you order Resold Design Products, which are identified below, you do not need to sign
an amendment. You are automatically included based on the terms and conditions outlined in the
ICA and individual state tariffs, catalogs or price lists.

When Qwest receives an ASR or LSR with the EXP populated and the DDD is less than the
standard interval, Qwest will determine if the request is eligible for an expedite without a call from
you. If the request meets the criteria for the Pre-Approved Expedite process, Qwest will process
the request and return a FOC acknowledging the expedited due date. The appropriate expedite
charge will be added to your service order.

If the request does not meet the criteria for the Pre-Approved Expedite process, the ASR or LSR
will be processed under the guidelines for Expedites Requiring Approval as described above.

Following is a list of the products, which require an amendment and may be expedited that will
receive the appropriate Expedite Charge:

l UBL Elle"f~sp* "'w"l-rr anaieg
• UBL DID (Unbundled digital trunk)
I UBL DS1 (Unbundled digital trunk facility)
I UNE-C PL (EEL)
1 UNE~P ISDN BRI
| UNE-P DSS Facility
» UNE-P DSS Trunk
I UNE-P PRI ISDN Facility
/ UNE-P PRI ISDN Trunk

UNE-P PBX Designed Trunks
UNE-P PBX DID IN-Only Trunks .
Port In/Port Within associated with any of the applicable designed products listed above
UDIT
LIS
CCSAC SS7 Trunk or Facility
Unbundled Dark Fiber
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Fotiowing is a list of Resold Designed Products, which do not require an amendment, which may ge
be expedited and wilt receive the appropriate expedite charge:

Note: Any requests that are expedited due to a Qwest caused reason, do not incur an expedite
charge. Additionally, if the due date of an expedited request is missed due to Qwest reasons,
expedite charges do not apply.

If the order becomes a Delayed Order on the due date, Qwest will cooperatively work with you to
obtain the best Ready For Service date (RFS) possible and expedite charges do not apply.

If an order becomes delayed for facilities prior to the due date, once Qwest establishes a new
RFS it is communicated to you via the FOC. If you do not accept the due date that is
established and request to expedite the RFS, expedite charges may apply. Each expedited
delayed order request will be reviewed on an ICE to determine if expedite charges apply. If
the expedited due date request results in Qwest incurring additional costs to improve the date
that was Foc'd, expedite charges apply. Qwest will advise you if expedite charges apply prior
to confirming the expedited request to obtain approval from you, or offer an alternate date
that Qwest can meet. The expedite charges will be based on the number of days improved
from the original RFS date.

This process includes Restoral Requests on Resale/UNE-P/Retail to Resale or UNE~P
Conversions and Transfer of Service when the service orders have completed. This process
applies to Resale/UnE-p POTS, ResalelUNE-S and Resale UNE-P Centrex 21 products,
including DSL.

Expedites Supporting Non-Qwest caused Restoral Requests

You will follow this documented Expedite process as outlined when you require an expedite to a
standard interval in order to restore an end-user due to a Non-Qwest caused out of service
condition. An expedite restoral request is a result of your inability to complete a conversion or
outside move service request where you were unable to cancel or change the due date on the
service order(s) prior to order completion. Restoral requests may involve you alone, a Qwest
Retail account and you, or you and a different CLEC on conversion and outside move (T & F)
type service order's. Restoral requests will be accepted for both full and partial restorals.

When an expedite restoral request situation occurs, refer to the following when you prepare your
service-request4~- --»~»~-

•

•

•

•

•

Analog PBX DID
Private Line (DSO, DS1, DS3 or above)
ISDN PRI T1
ISDN PRI Trunk
ISDN BRI Trunk
Frame Relay Trunk
DESIGNED TRUNKS (Includes designed PBX trunks) Trunk
MDS f MDSI (HIS Only)
DPAs (multiple DPAs or FX, FCO) Trunk
Pop In/port Within associated with any of the applicable lesioned products listed above

»~*¢¢~.».

Issue the Restoral Request LSR as directed per the Decision Charts and order type
scenario's. 1
» Populate the RPON field with the PON used on the original LSR if available
v Populate the EXP field
» Populate Manual IND = Y
• The REMARKS field can be populated with the specific reason for the request such as:

l

Page 4 of 9
PCAT Exp E$CI V27 U,doc9QAI-E48-Es/GL-U21=8£9GPCAT Exp Esc! v27

0 docRGAT &xs~E~sd-v27-0~aacF¢3AT EXP ESQPV264 do



page'5 of 9

•

1

Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-01051 B-06-0257

Qwest Corporation - Exhibit JN-R1
Rebuttal Exhibits of Jean Novak

» Restoral request Full, Resale to UNE-P cony, restore original service, Or February is 2007
• Restoral request, Partial, Resale to UN E-P cony, restore original service, Or
» Restoral request, Partial, UNE-P to Resale cony, restore original service, Or
» Restoral request, Full, Resale or UNE-P T&F, restore F location, etc., Or

Restorai Request, Restore original full service back to CLEC XXXX, Or
Restoral Request, Restore original partial service back to CLEC xxx><, Or
Restoral Request, Restore original F Loc service, full/partial back to old CLEC
Restoral Request, Disc service, restore original Retail service, full/partial

Contact the Wholesale interconnect Services Center (INC) at 888 796-9087
Open an Escalation ticket.
Request a Warm Transfer to the Customer Service inquiry and Education Center (CslE) Tier
1 support group.
Request a Restoral Request for Previous Service.
Provide LSR ID if appropriate per Decision Chart and order type scenario's.

Benefi ts
» Expedited intervals for restoral of previous service
- Uniform documented process for restoral requests
• Qwest will negate the one month minimum billing on a disconnect or conversion service order

as applicable.

Restrictions
You must issue appropriate LSRs first (if directed to do so per the Decision Chart below)
followed by opening a Call Center escalation ticket. Restoral requests received prior to new
LSR issuance will not be accepted, excludes Qwest Retail restoral.
Standard intervals must be used when submitting LSRs, CSlE will expedite due date
appropriately for restoral
Expedited restoral requests must be requested within 24 hours, extending into the next
business day, following the LSR completion date. Restoral requests received after 3 PM will
be considered next business day work activity this includes restoral requests received after 3
PM on Saturday based on the SIG (except for DSL)."
Service being restored must be the same type of service with same features, same TN's, etc.
as was previously provisioned. Full or partial restorals are acceptable.
Qwest will reuse facilities when the facilities are available for the restoral.
All applicable recurring and non-recurring charges will apply, based on order completion and
physical work that was completed or needs to be completed to restore service. Retail
practices will apply when restoring Qwest Retail accounts.
When a restoral involves two CLECs, it is up to you and the old CLEC to coordinate and
agree upon an expedite, prior to opening up the Call Center Escalation ticket(s).
Expedite charges may apply based upon individual interconnection agreements, state tariffs
or SGATS.

The following Order Type Scenario's are included in this restoral process:
1. Resale / UNE-P T a F, same CLEC
2. Resale to UNE-P Conversion as is, same CLEC
3. Resale to UNE-P Conversion as specified, same CLEC
4. UNE-P to Resale Conversion as is, same CLEC
5. UNE~P to Resale Conversion as specified, same CLEC
6. Resale I unr§p Migration to new CTEC with move via single LSR
7. Resde to UNE-P Conversion as is, to a new CLEC
8. Resale to UNE-P Conversion as specified, to a new CLEC
9. UNE-P to Resale Conversion as is, to a new CLEC
10. UNE-P to Resale Conversion as is. to a new CLEC
11. Qwest Retail to Resale I UNE-P Conversion as is
12. Qwest Retail to Resale / UNE-P Conversion as specified
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D cision Chart, Scenario's 1-5, Same CLEC
IF AND THEN

Conversion, Migration and/or
Move Service Order has
completed

You want full or partial restoral
of previous service

•

•

Issue Restorer! Request LSR
as appropriate based on
order scenario and order
completion, such as a New
Connect, Change or
Conversion with or without
move, Transfer of Service or
Disconnect
Follow expedite procedures

D cision chart. Scenario's 6-10, To a New CLEC
IF AND THEN

Conversion, Migration and/or
Move Service Order has
completed

You want full or partial restoral
of previous service

•

•

•

•

•

Either the end-user, or the
new CLEC and the end-user
must contact the old CLEC's
Customer Contact Center
and request that the end-
user's service be re
established as previously
provisioned for the old
CLEC on Resale or UNE-P
service
Old CLEC must follow
expedite procedures
Old CLEC will issue
Restoral Request LSR as
appropriate based on order
scenario and order
completion, such as a New
Connect, Change or
Conversion with or without
move
New CLEC must follow
expedite procedures
New CLEC will issue
Disconnect LSR if required
based on order scenario
and order completion
Old and new CLECs will
coordinate their order
activity
Cnntsirt for Ir Finn:-1:1 Sc:-ryigg
Manager if you require
assistance with old CLEC
contact

Decision chart , Scenario's 11.13, Conversion from Qwest Retail to New CLEC

IF AND THEN

13. Qwest Retail to Resale/ UNE-P Conversion with move via single LSR process
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Conversion, Migration and/or
Move Service Order has
Completed

You want full or partial restoral
of previous service

•
Pa

Contact the Wholes*éfé""a'v
INC Call Center at 888
796-9087
Open an Escalation ticket
Request a warm transfer
to the CSIE Tier 1 support
group
Place a verbal Restoral
Request for Previous
Retail Service, full or
partial restoral
CSIE will advise you if a
new LSR will need to be
issued by you
If a new LSR is needed
and is not issued within 2
business hours, the
escalation ticket will be
closed. If this occurs, the
CLEC must start the
expedite process again
once the LSR has been
issued as directed.
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Escalations

Escalations are a request for status or intervention around a missed critical date such as:
c Plant Test Date (PTD)
e Due Date (DD)
¢ Ready For Service (RFS)

I

Qwest's Service Centers pro-actively escalate any critical dates in jeopardy and will notify you. if,
however, you find it necessary to initiate an escalation, call the assigned Qwest Wholesale
Center Representative at one of the numbers listed in the Expedites section for assistance.
Regardless of how initiated, by you or internally, Qwest escalation roles and responsibilities can
be summarized as:
| Qwest Wholesale Center Representatives

Local Service Request (LSR) or Access Service Request (ASR) escalations related to
RejectslDelayed orders, critical dates and Firm Order Confirmations (FOC),
Qwest Service Manager
involved only after normal processes fail to resolve the escalation to your satisfaction.
Evaluates the situation based on commitments managing associated resolution activities.
Qwest Senior Service Manager/Director
Involved only when the Service Manager's efforts are unsuccessful. Provides direction to
those working the issue. partnering with Center Coaches and Team leaders.
Qwest Senior Service DirectorNice President
Contacted for direction andlor assistance for those working the escalation, providing timely
status updates back to the prior level and you directly.

q

Escalations - Maintenance and Repair

At your discretion, you may initiate an escalation of your trouble report through our electronic
interface Customer Electronic Maintenance and Repair (CEMR) or by calling either the Account
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Wholesale Center
Tier I IRes nsibili Activi Contacts

Tier 0 Interconnect Service Center (INC) First point of contact 888-796-9087
or L S

Ticket opened

Tier 1 Customer Service Inquiry and
Education Center (CSIE)

Respond to issues not
resolved at Tier 0

8882796_9087

Tier 2 Subject Matter Expert (SME), Team
Leaders, Team Coaches

Respond to issues not
resolved at Tier t

800-366-9974

Tier 3 ' o propitiate Qwest Service Respond to issues not Service Manager
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services or the Repair Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) an
Non-Complex services. Refer to our Maintenance and Repair Overview (Link italicized text to:
http2/lwww.qwest,com/whoiesaielciecslmaintenance.html) for additional information. You wm be
referred to Held, Escalated 8» Expedited Tool (HEET) (Link italicized text to:
http:/lvwvw,qwest.comlwholesalelsystemslheet.html) for ongoing status if your service was
requested on an ASR.

Maintenance Support Center (AMSC) for Unbundled Network Elements (UnEs) and Comp§Prua'V 13,

Escalations - Technical Escalation Process
Additional information about the Technical Escalation Process can be obtained from Qwest's
Operations Support Systems General Information, (Link italicized text to:
httpzllwww.qwest.com/wholesale/systems/generalinfo.html)
Note: Occasionally, your end-user may find their way to the Qwest Wholesale Center or Qwest
Service Manager and our Wholesale Center Representatives will explain that you are our
customer and direct them to you for assistance -

Should you have questions, or need additional information related to the expedite or escalation
processes defined above, contact your Qwest Service Manager (Link italicized text to:
httpzllwww.qwest.com/wholesalelclecs/accountmanagers.html) for assistance.

Training

This introductory instructor-ted training course is designed to teach the CLEC and Reseller how to
do business with Qwest. It will provide a general overview of products and services, Qwest billing
and support systems, processes for submitting service requests, reports, and web resource
access information. Click here (Link italicized text to:
http:I/www.qwest.comNvholesaleltraining/ilt_desc_qwest__'i 01 .html) for course detail and
registration information.

Qwest 101 "Doing Business With Qwest"

4

Contacts
Qwest contact information is located in WholesaleCustomer Contacts. (List italicized text to:
http:llwww.qwest.com/wholesalelclecs/escaiaticms.html)
Expedites and Escalations

» Local Service Requests (LSRs)
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Manager resolved at Tier 2 (Link italicize64§le@w:18
http://wvw.qwest.c8r'?196
/wholesale/clecs/acco
untmanagers.htmI)

Products & Services Contacts Fax

All 800-244-1271 515-286-6160

Products & Services Contacts Fax

All
800-244~1271 515-286-6160

NOTE: The Interconnect Service Center (Isa) will not be available for transfers after 8:00 PM
Mountain Time Monday through Friday and transfers will not be available on Saturday. Qwest's
Service center is available to assist with your needs and, if additional assistance is required you
will be transferred to the customer Service Inquiry and Education (CSIE) Center until 8:00 PM
MTN Time Monday - Friday. If additional assistance is required after 8:00 PM or on Saturday,
Qwest will coordinate a call back or provide additional assistance as needed.

A call center ticket is opened on every call into the INC or the CSIE Center. Upon resolution of
the ticket a close code is assigned to the ticket. Upon request the dose code is provided to you.
Should you disagree with the codes used to close the ticket you will use the escalation process.
For a list of the close codes used at the CSlE level see the Call Center Database Ticket Reports
section of the Ordering Overview PCAT_(Link italicized text to:
http:llwww.qwest.comlwholesale/ciecsfordering.html)

This section is currently being compiled based on your feedback.

Frequently Asked Questions

Access Service Requests (ASRs)

Non ASR/LSRs
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QWEST CORPORATION

STATE OF MINNESOTA
COUNTY OF ST. LOUIS

Jean Novak, of lawful age being first duly sworn, deposes and states:

Further affiant sayer not.

SUBSCRIBED AND SWORN to before me this 12"° day of February, 2007.
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My name is Jean Novak. I am Regional Service Director - Wholesale Markets
for Qwest Services Corporation in Virginia, Minnesota. I have caused to be filed
written rebuttal testimony in Docket Nos. T-03406A-06-0257 and T-01051B-06-
0257.

I hereby swear and affirm that my answers contained in the attached testimony to
the questions therein propounded are true and correct to the best of  my
knowledge and belief.
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1 I. INTRODUCTION

2

3

4

5

5

7

8

9

Q. PLEASE STATE YOUR NAME, BUSINESS ADDRESS AND POSITION WITH

QWEST.

My name is Teresa K. Million. I am employed by Qwest Services Corporation,

parent company of Qwest Corporation ("Qwest"), as a Staff Director in the Public

Policy organization. in this posit ion, I am respo.nsible for direct ing the

preparation of cost studies and representing Qwest's costs in a variety of

regulatory proceedings. My business address is 1801 California St., Room 4700,

Denver, Colorado.

10

11

Q. PLEASE DESCRIBE YOUR EDUCATION

EMPLOYMENT EXPERIENCE WITH QWEST.

BACKGROUND AND

12

13

14

15

I received a Juris Doctor from the University of Denver, College of Law in 1994

and am licensed to practice law in Colorado. l also have a Master of Business

Administration from Creighton University and a degree in Animal Science from

the University of Arizona.

I
I

I

Q

16
17
18
19
20
21

22
23
24
25
26

A.

A.

I have more than 23 years experience in the telecommunications industry with an

eMphasis in tax and regulatory compliance. l began my career with Qwest

(formerly Northwestern Bell Telephone Company and then U S WEST, Inc.) in

1983. Between 1983 and 1986, I administered Shared Network Facilities

Agreements between Northwester Bell and AT8¢T that emanated from the

divestiture of the Bell System in 1984. l held a variety of positions within the U S

WEST, Inc. tax department over the next ten years, including tax accounting,

audit, and state and federal tax research and planning. In 1997, l assumed a

position that had responsibility for affiliate transactions compliance, specifically

compliance with section 272 of the Telecommunications Act of 1996 (the "Act").

47 U.S.C. § 272. In September 1999, I began my current assignment as a cost
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1

2

3

witness. In this position, I am responsible for managing cost issues, developing

cost methods and representing Qwest in proceedings before regulatory

commissions.

4 Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY?

5

6

7

8

9

10

I have been called upon as a cost expert to explain why, as a premium service,

that Qwest is not required to provide competitive local exchange carriers

(CLECs) pursuant to the Telecommunications Act of 1996 (the Act), the fee

associated with expedited orders does not require Commission approval in a cost

docket nor is it required to be priced on a cost basis. Further, I discuss the

appropriate basis for the $200 per day Expedited order Charge.

11 II. COST BASED PRICING

12 Q. WHAT IS COST BASED PRICING?

A.

I
I

13

14

15

16

17

18

19

20

21

22

23

24

25

26

There a re  two common types of cost-based pricing utilized in the

telecommunications industry: total element long run incremental cost (TELRlC)

and total service long run incremental cost (TSLRIC). TELRIC is an economic

costing method that was established by the FCC as a result of the 1996 Telecom

Act for use in pricing the unbundled network elements (UNEs) that incumbent

local exchange carriers, such as Qwest, are required to provide to CLECs

pursuant to Section 251 of the Act. In the case of TELRlC, the ILEC estimates

the average cost (including direct, indirect, overhead and common costs) of

providing an unbundled element, such as a loop, to a CLEC and the resulting

cost is equivalent to the price of the element. TSLRIC is also an economic

costing method. However, instead of being equal to the price, it is typically used

to determine the price floor for retail and some wholesale telecommunications

services such as basic local exchange and private line services. In the case of

TSLRIC, the ALEC estimates the average direct and indirect cost of providing a

41

A.
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1

2

3

4

5

6

7

8

9

10

11

service to its customers. The purpose of TSLRlCis to determine a level of cost

above which a given»service or group of services is to be priced. The amount of

contribution above TSLRIC that is assigned to any given service for purposes of

recovering a portion of the ALEC's overhead and common costs varies depending

on a number of factors including demand, competitiveness of the service, as well

as the social and political pressures society places on the ILEG to provide the

service. For example, basic local exchange services provided to residential

customers have traditionally been priced only slightly above TSLR1C costs, while

private line services provided to business customers are often priced well above

TSLRIC and, thus, make a greater contribution to the overhead costs of the

ILEC.

12

13

14

Q. WHY lSN'T TELRIC AN APPROPRIATE METHOD FOR DETERMINING THE

PRICE FOR EXPEDITING AN ORDER FOR AN UNBUNDLED NETWORK

ELEMENT SUCH AS A DS1 CAPABLE LOOP?

15

16

17

18

19

20

21

22

23

24

25

26

27

A. As I explained above, the application of TELRIC pricing is limited to Section 251

UNEs. The only pricing authority the Act confers upon state commissions is that

set forth in Section 252(c)(2), which directs states to set prices in the exercise of

their SeCtion 252 arbitration authority for interconnection services and UNEs that

lLECs Provide under Sections 251(c)(2) and (c)(3). Section 252(c)(2) provides

specifically that in exercising their arbitration authority, states shall determine "the

just and reasonable rate for the interconnection of facilities and equipment for

purposes of subsection [251(c)(2)] ... [and] for network elements tor purposes at

subsection [251(0)(3)l."1 As shown by this language, nothing in this section gives

states pricing authority over superior services, such as expedited orders, that an

ILEC is not required to provide, instead, the authority Congress granted in that

section is plainly limited to elements and services that must be provided under

Section 251(c). Nowhere in Section 251 is there a requirement for lLECs to

1 47 u.s.c. § 252(a)(1).
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1

2

3

4

5

6

7

provide CLECs with superior service. Furthermore, when the For tried initially

to interpret the Section 251(c)(3) requirement to provide nondiscriminatory

access to UNEs as requiring lLECs to provide superior service, the Eighth Circuit

struck this language down as violating the Act. it is important to note that that

portion of the Eighth Circuit's decision was never disturbed by the United States

Supreme Court.2 in fact, the Florida Commission articulated this point clearly

when it said:

8
g

10
11
12
13
14
15
16

It is clear there is no obligation imposed or implied in Rule 51.311(b) that
an incumbent render services to a CLEC superior in quality to those
provided to a retail customer requesting similar services. So long as rates
are identical for all requesting parties, CLEC and retail alike, parity exists
in the provisioning structure for service expedites, and there is no conflict
with Rule 51 .311(b). We reiterate that current regulations do not compel
an ILEC to provide CLECs with access superior in quality to that supplied
to its own retail customers.3

17

18

19

20

21

Thus, because this Commission's authority to apply TELRlC pricing is limited to

Section 251 services and elements under the Act, and the service of expediting

orders is a superior service not required by Section 251, it would be inappropriate

for the Commission to determine a TELRlC-based price for the Expedited Order

charge.

Q. WHEN YOU SAYTHAT THE COMMISSION'S TELRIC PRICING AUTHORITY

IS LIMITED AREN'T you TRYING TO TAKE AWAY THE COMMISSION'S

JURISDICTION OVER WHOLESALE RATES?

22

23

24

25

26

27

A. No. Clearly the Commission has pricing authority under the Act over Section 251

services and elements. Indeed, Qwest has participated in multiple cost dockets

before this Commission where various .Section 251 rates were set by the

=

2 See e.g., Iowa Utilities Board v. AT&T, 120 F.3d 753, 812-813 (8"' Cir. 1997), aff'd in part and rev'd in
glut, 525 U.S. 366, 397 (1999).

In re Joint Petition by NewSouth et al., 2005 Fla. PUC LEXIS 634 *150, Order No. PSC-05-O975-FOF-
TP (Fla. PSC Oct. 11, 2005).

f
I
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1

2

3

4

Commission. These rates are the rates associated with Qwest's universal

service order codes (USO Cs), and are the rates charged by Qwest to CLECs in

Arizona. Qwest is not trying tO modify any of these rates. These rates are

completely separate from the expedite charge at issue in this proceeding.

5

6

7

8

g

10

11

12

13

14

15

16

The FCC's list of Section 251 elements is generally limited to those elements and

services that are necessary for a CLEC to be able to compete with the lLECs on

an equal footing. In cases where the FCC has found that access to a specific

element in the ALEC's network is not required, the ILEC is free to negotiate a non

cost-based rate with the CLECs. For example, as a part of its Triennial Review

Remand Order (TRRO), the FCC determined that the lLECs were no longer

required to provide CLECs with access to unbundled switching or shared

transport at TELRIC rates, effectively eliminating the Section 251 product that up

until then had been referred to as UNE-P. As a result, Qwest negotiated

commercial agreements with the CLECs and began offering a non-Section 251

product called Qwest Platform Plus (QPP) at a price that combined both TELRIC

and non-TELRlC rates.

I

17

18

19

20

.21

22

23

24

25

26

27

28

As discussed above, because the service of expediting an order is a superior

service that allows a CLEC to circumvent the standard installation intervals

provided for UNEs, which are already installed on shorter intervals than Qwest

provides for its retail customers, it cannot be considered a Section 251 service.

Further, the Commission has jurisdiction generally to determine whether Qwest's

other rates, including its wholesale rates, are just and reasonable under the

Arizona Price Cap Plan. In fact, the Expedite Order Charge that Qwest uses for

its CLEC customers is the same rate, and is assessed under the same terms and

conditions, as the charge for expedites that currently exists for both Qwest's retail

and wholesale customers in Arizona. Thus, the Expedite Order Charge that

exists in Qwest's tariffs, including the Access Service Price Cap Tariff and Price

List, the Competitive Private Line Transport Services Price Cap Tariff, and the
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1

2

3

4

Exchange and Network Services Price Cap Tariff (among others), has already

been deemed to be just and reasonable by this Commission's acceptance of it in

multiple tariffs under the same terms and conditions for Qwest's other customers

who wish to leapfrog ahead of other customers with their installation requests.

5

6

7

8

9

10

11

12

13

14

15

16

Q. WHY ISN'T TSLRIC AN APPROPRIATE COST-BASED METHOD FOR

DETERMINING THE PRICE FOR EXPEDITING AN ORDER?

The reason that TSLRIC cannot be used to "determine the price" for the

Expedited Order Charge is that the purpose of TSLRlC is not to determine a

price but, rather, to establish a price floor for a service. This means that as long

as the service is priced at some level above its direct and indirect costs (i.e., its

TSLRIC) then the purpose of TSLRIC has been met. In the case of the

Expedited Order Charge, the way to establish the appropriate level above

TSLRIC for pricing the service is for Qwest to determine the value of an expedite

based on what the market will bear. Qwest went through that process when it

sought, and received, Commission acceptance of $200 per day as the charge for

expediting an order for its retail and wholesale customers in its tariffs.

17

18

19

20

21

22

23

Q. DID QWEST GENERATE A TSLRIC COST STUDY TO DETERMINE THE

MINIMUM RATE THAT QWEST MUST CHARGE TO ENSURE THE SERVICE

IS ABOVE COST?

Yes. Qwest determined that the minimum 'door that it could charge for

performing an expedite was $123;08. See Confidential Exhibit TM-1. Qwest

opted to charge $200 per day for expedites, the exact same amount utilized by

BellSouth to perform the exact same work.
4

A.

A.
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1

2

3

4

5

6

customers, for a fee, every customer has the same ability as every other

customer to decide for themselves how important it is to them to expedite their

orders, Obviously, it would be impossible for Qwest to expedite every order.

Thus, Qwest sets a price for obtaining superior service that guarantees that only

those customers for whom the priority to expedite an order is very high will

request the service.

7

8

Q. ARE THERE SIMILAR EXAMPLES IN EVERYONE'S COMMON EXPERIENCE

THAT COULD HELP EXPLAIN THIS CONCEPT?

A.9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

Yes. Take a concert, for example. Whether it is a rock concert, a symphony or a

country and western concert, they all have one thing in common, concert-goers

pay a premium for.seats that are up front and closer to the stage than they do for

seats that are in the back and farther awayfrom the stage. And while it does not

cost any more to produce a show for the people in the front row than it does to

produce a show for the people in the last row, it is not unusual for the people in

the front row to pay a ticket price that is two or three times higher than the price

for back-row tickets. The reason some concert-goers are willing to pay the

higher price is because they perceive enough value in being close to the stage to

make it worth paying the premium fee. Other concert-goers are willing to sit

farther awayto pay a lower price. The same is true of expedite charges, some

customers, including CLECs, are willing to pay a premium in order to receive

what they perceive to be the superior service of shortening their installation

interNal and moving to the head of the line. Other CLECs are satisfied to accept

the standard installation interval and forego paying the additional fee. Each

CLEC makes the choice to pay the fee or not on the basis of the perceived value

to their business to expedite orders. This is no different than the decision

process that Qwest's retail and other wholesale customers go through when they

determine whether or not to pay the $200 per day fee to expedite their installation

orders.

I
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1

2

Q. HAS ESCHELON PROPOSED ACCOST-BASED RATEFOR THE EXPEDITE

ORDER CHARGE?

No. Eschelon is currently involved in arbitration proceedings with Qwest in both

Minnesota and Washington, and while its witness in this proceeding argues that

TELRIC rates should apply for expedites, in those states, Eschelon is seeking a

$100 per day expedite charge. The charge proposed by Eschelon in those

proceedings is not supported by any sort of cost-based study, TELRIC or

otherwise, and is merely an arbitrary amount. Thus, it would appear that in spite

of testimony to the contrary, Eschelon is not truly interested in establishing a

cost-based rate, but instead is looking for a way to advantage itself and its

3

4

5

6

7

8

9

10

11 customers over Qwest and Qwest's retail and other wholesale customers.

12 Ill. THE EXPEDITED ORDER CHARGE

Q. WHAT IS THE APPROPRIATE BASIS FOR THE $200 EXPEDITED ORDER

CHARGE?

A.

_

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

A.

The fee for an expedited orders payment to Qwest for the value of a premium or

superior service that it provides to the CLECs and its retail and other wholesale

customers, alike. It is not based on cost, although Qwest incurs costs to process

a request for an expedited order, as well as time and resources to work the order

into an existing provisioning schedule, coordinate activities among the several

Qwest departments that are involved in the installation process, and

communicate with the customer regarding the status of the order. However, the

value of an expedited order is the intangible benefit of a superior service

provided to the customer by Qwest, i.e. the ability to go to the head of the line

and leapfrog over the other customers whose orders are already in queue. If

Qwest did not charge its customers for the value they receive in going to the

head of the line, it would be unfairly advantaging those customers to the

detriment of other customers. By making expedites available to all of its
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1 Q. DOES THIS CONCLUDE YOUR TESTIMONY?

2 Yes, it does.

I

*

a

I
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1 l. IDENTIFICATION OF WITNESS

2 Q. PLEASE STATE YOUR NAME, BUSINESS ADDRESS AND POSITION WITH

3 QWEST.

4

5

My name is Teresa K. Million. I am employed by Qwest Services Corporation,

parent company of Qwest Corporation ("Qwest"), as a Staff Director in the Public

6 Policy organization. In th is posit ion,  I am responsib le for d irect ing the

7

8

preparation of cost studies and representing Qwest's costs in a variety of

regulatory proceedings. My business address is 1801 California St., Room 4700,

Denver, Colorado.9

10 Q. ARE YOU THE SAME TERESA MILLION WHO FILED DIRECT TESTIMONY

11 IN THIS PROCEEDING?
3 ;

12 Yes, I am.

13 ll. PURPOSE OF TESTIMONY

14 Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY?

15

16

17

'18

19

A.

A.

A. The purpose of my testimony is to comment on the direct testimony of Staff

witness, Pamela Genung, and explain why Qwest is not required to seek

Commission approval of the fee associated with expedited orders in a cost

docket nor is the fee required to be priced on a cost basis. Further, l discuss the

appropriate basis for the $200 per day Expedited Order Charge.
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1 Ill. RESPONSE TO ms. GENUNG

2 Q. PLEASE SUMMARIZE THE DISCUSSION AND POINTS CONTAINED IN ms.

3 GENUNG'S DIRECT TESTIMONY.

4

5

Ms. Genung's testimony begins by providing a detailed chronology and

description of the situation that led to the filing of this complaint by Escheion.

She then discusses her understanding of the Qwest-Escheion interconnection6

7 Agreement, the Change Management Process (CMP), and the relationship

8

9

10

between the two. Ms. Genung goes on to discuss the relationship between the

CMP and Qwest's Product Catalog (PCAT) and provides an analysis of the

issues, her conclusion and recommendations.

11 Q. IS THERE ANYWHERE IN ms. GENUNG'S TESTIMONY WHERE SHE

12 DISCUSSES COST PRINCIPLES, THE FCC'S TELRIC COSTING RULES OR

THE APPLICABILITY OF THOSE RULES TO THE EXPEDITE ORDER13

14 CHARGE?

15 No. That is why I find her recommendation that the "...rate(s) for expedites be

16

17

18

considered as part of the next cost docket" so curious. Without any discussion

of the costing and pricing rules, without even mentioning the parties' positions on

the applicability of those rules and without any justification for her conclusion, Ms.

19 expedite charge be examined in a

wholesale cost docket. So without providing any grounds for such a conclusion,

Genung simply recommends that the

20

A.

A.

1 Genung Direct testimony, pg. 40.
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1 Ms. Genurig has evidently decided that the expedite charge is not only subject to

2 this Commission's jurisdiction under Section 251, but that it is also subject to the

3 FCC's TELRIC rules.

4 Q. WHY lSN'T A COST DOCKET THE APPROPRIATE PLACE FOR

5 DETERMINING THE PRICE FOR EXPEDIT ING AN O RDE R F O R AN

6 UNBUNDLED NETWORK ELEMENT?

7

8

9

10

11

12

As I explained in my direct testimony, the application of TELRIC pricing is limited

to Section 251 UNEs. The only pricing authority the Act confers upon state

commissions is that set forth in Section 25é(<>>(2), which directs states to set

prices in the exercise of their Section 252 arbitration authority for interconnection

services and UNEs that lLECs provide under Sections 251(c)(2) and (c)(3).

Section 252(c)(2) provides specifically that in exercising their arbitration authority

states shall determine "the just and reasonable rate for the interconnection of13

14

15

16

'17

18

19

facilities and equipment for purposes of subsection [251(c)(2)] ... [and] for

network elements for purposes of subsection [251(c)(3)]."2 As shown by this

language, nothing in this section gives states pricing authority over superior

services. in fact, nowhere in Section 251 is there a requirement for lLECs to

provide CLECs with superior service. Both Ms. Albersheim and I provided

signif icant discussion in our direct testimonies about why expedited orders

20 should be considered superior services. Furthermore, when the FCC tried

A.

2 47 u.s.c. §252(d)(1).
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1 maw to interpret the Section 251(c)(3) requirement to provide

2

3

4

5

nondiscriminatory access to UNEs as requiring lLECs to provide superior service

the Eighth Circuit struck this language down as violating the Act. As I pointed out

in my direct testimony, that portion of the Eighth Circuit's decision was never

disturbed by the United States Supreme Court In fact, the Florida Commission

6 articulated this point clearly when it said:

7
8
9

10
11
12
13
14

It is clear there is no obligation imposed or implied in Rule 51.311(b) that
an incumbent render services to a CLEC superior in quality to those
provided to a retail customer requesting similar services. So long as rates
are identical for all requesting parties, CLEC and retail alike, panty exists
in the provisioning structure for service expedites, and there is no conflict
with Rule 51.311(b). We reiterate that current regulations do not compel
an ILEC to provide CLECs with access superior in quality to that supplied
to its own retail customers."'

15 \

16

17

Thus, because the Commission's authority to apply TELRIC pricing is limited to

Section 251 services and elements under the Act, and the service of expediting

orders is a superior service not required by Section 251, it is inappropriate for

18 Ms, Genung to conclude that the rate for the expedite charge should be

19 determined in a cost docket, just as it would be inappropriate for this Commission

to determine a TELRIC-based price for the Expedited Order charge.20

q

3 See e.g., Iowa Utilities Board v, AT&T, 120 F.3d 753, 812-813 (8th Cir. 1997), affd in part and rev'd in
part, 525 U.S. 366, 397 (1999).
4 in re Joint Petition by NewSoufh et al., 2005 Fla. PUC LEXIS 634 *150, Order No, PSC-05-0975»FOF-
TP (Fla. PSC Oct. 11, 2005).
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1 Q. WHY DO you BELIEVE THAT TELRIC PRICING DOES NOT APPLY TO

2 EXPEDITED ORDERS?

3

4

5

The FCC's list of Section 251 elements is generally limited to those elements and

services that are necessary for a CLEC to be able to compete with the lLECs on

an equal footing. In cases where the FCC has found that access to a specific

element in the ALEC's network is not required, the ILEC is free to negotiate a non6

7 cost-based rate with the CLECs. In my direct testimony I provided as an

8

9

10

11

example certain of the elements affected by the FCC's Triennial Review Remand

Order (TRRO). In the TRRO the FCC determined that the lLECs were no longer

required to provide CLECs with access to unbundled switching or shared

transport at TELRIC rates, effectively eliminating the Section 251 product that up

12 until then had been referred to as UNE-P. As a result, Qwest negotiated

13

14

commercial agreements with the CLECs and began offering a non-Section 251

product called Qwest Platform Plus (QPP) at a price that combined both TELRlC

and non-TELRIC rates.15

16 In this case, the service of expediting an order is a superior service because it

allows a CLEC to circumvent the standard installation intervals provided for17

18 UNEs. Despite the fact that her testimony does not discuss this aspect of

19

20

expedites, Ms. Genung does point out that "there is no retail analog for expedites

of the installation of unbundled loops. This is because UNEs are already
vs

5 Genung Direct testimony, pg. 32.
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1 installed on shorter intervals than Qwest provides for its retail customers,

2 therefore, the expediting of UNE orders cannot be considered a Section 251

3 service. However, the Commission does have jurisdiction generally to determine

4

5 reasonable under the Arizona Price Cap Plan.

6

whether Qwest's other rates, including its wholesale rates, are just and

In fact, the Expedite Order

Charge that Qwest uses for its CLEC customers is the same rate and is

7 assessed under the same terms and conditions, as the charge for expedites that

8 currently exists for both Qwest's retail and wholesale customers in Arizona. Ms.

9

10

Genung acknowledges on page 26 of her direct testimony that allowing Qwest to

charge the $200 per day expedite fee and change the expedite process for

11 CLECs would "be in parity with the rest of Qwest's customer base who order

12

13

14

15

16

17

services that follow the designed services flow." The Expedite Order Charge that

exists in Qwest's tariffs, including the Access Service Price Cap Tariff and Price

List, the Competitive Private Line Transport Services Price Cap Tariff, and the

Exchange and Network Services Price Cap Tariff (among others), has already

been deemed to be just and reasonable by this Commission's acceptance of it in

multiple tariffs under the same terms and conditions for Qwest's other customers.

18 Thus Qwest believes that the Commission has already established the

19

20

appropriate standard for treating expedited orders for all of Qwest's customers,

including its CLEC customers and that TELRIC pricing does not apply.
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1 Q. WHAT IS THE APPROPRIATE BASIS FOR THE $2o0 EXPEDITED ORDER

2 CHARGE?

3

4

5

6

7

The fee for an expedited order is payment to Qwest for the value of a premium Er

superior service that it provides to the CLECs and its retail and other wholesale

customers, alike. it is not based on cost although Qwest incurs costs to process

a request for an expedited order, as well as time and resources to work the order

into an existing provisioning schedule, coordinate activities among the several

8 Qwest departments that are involved in the installation process, and

9

10

11

communicate with the customer regarding the status of the order. However, the

value of an expedited order is the intangible benefit of a superior service

provided to the customer by Qwest, the ability to go to the head of the lineLe.

12 and leapfrog over the other customers whose orders are already in queue. If

13

14

15

16

'17

18

Qwest did not charge its customers for the value they receive in going to the

head of the line, it would be unfairly advantaging those customers to the

detriment of other customers. By making expedites available to all of its

customers, for a fee, every customer has the same ability as every other

customer to decide for themselves how important it is to them to expedite their

orders. Obviously, it would be physically impossible for Qwest to expedite every

19 order. Thus, Qwest sets a price for obtaining superior service that guarantees

20 that only those customers for whom the priority to expedite an order is very high

21

A.

will request the service.
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1 DID YOU PROVIDE AN EXAMPLE IN YOUR DIRECT TESTIMONY THAT

2 HELPED TO EXPLAl.N THIS CONCEPT?

3 Yes. In my direct testimony I provided the example of ticket prices for concerts to

4

5

6

7

explain the concept. I explained that concerts all have one thing in common;

concert-goers pay a premium for seats that are up front and closer to the stage

that is higher than what they pay for seats that are in the back and farther away

from the stage. This is because, just as in the case of expedited orders, seats

that are in the front are more valuable than seats in the back of the concert hall.8

9 And, just like expedites, it would be physically impossible to allow all of the

10 concert-goers to sit up front, therefore, ticket prices are differentiated so that

11 front-row tickets are priced at a significant premium and seats at the back of the

FI Yet, it does not cost12 concert hall are typically referred to as the "cheap seats.

13

14 Still, some concert-goers are

15

16

17

18

19

20

21

any more to produce a show for the people in the front row than it does to

produce a show for the people in the last row.

willing to pay the higher price because they perceive enough value in being close

to the stage to make it worth paying the premium fee. Other concert-goers are

willing to sit farther away to pay a lower price. The same is true of expedite

charges, some customers, including CLECs, are willing to pay a premium in

order to receive what they perceive to be the superior service of shortening their

installation interval and moving to the head of the line. Other CLECs are

satisfied to accept the standard installation interval and forego paying the

additional fee. Each CLEC makes the choice to pay the fee or not on the basis22

A.



Arizona Corporation Commission
Docket No. T-03406A-06-0257
Docket No. T-01051 B-06-0257
Qwest Corporation
Rebuttal Testimony of Teresa Million
February 13, 2007, Page 9

1 of the perceived value to their business to expedite orders. This is no different

2 than the decision process that Qwest's retail and other wholesale customers go

3 through when they determine whether or not to pay the $200 per day fee to

4 expedite their installation orders.

5 Q. WHAT CONCLUSION SHOULD THE COMMISSION DRAW FROM YOUR

6 TESTIMONY?

7

8

9

10

1 1

12

13

14 dcoket.

15

16

17

18

Unlike Ms. Genung, my testimony provides discussion of the FCC's pricing

requirements as well as facts and sound reasoning for concluding that those

requirements do not apply to the rates for expediting orders. Ms. Genung's

testimony, on the other hand, provides no discussion whatsoever of pricing

requirements or how to consider them in the context of the Expedite Order

Charge. In fact, without any analysis at all she simply recommends at the end of

her testimony that the expedite charges be considered as part of the next cost

This conclusion is inappropriate, not supported, and should be

disregarded by the Commission. Qwest has provided evidence that shows,

contrary to Ms. Genung's recommendation, that there is no basis for pricing

expedites for CLECs at TELRIC when a tariff has already been established for

that purpose.

19 Q. DOES THIS CONCLUDE YOUR TESTIMONY?

20

A.

A. Yes, it does.
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Date Action Description

12/28/2001

12/28/2001

Qwest J Wholesale | Resources Page 1 of 4

EXHIBIT

§§0 3 Change Management Process (C!VW)
8-20

Open Product/process CR PC122801-1 Detail

Title: Qwest to document, distribute and train an adiwrad tn
process to unlock numbers for 911.

CR Number
Current Status
Date

Area
Impacted Products Impacted

~~~,_~. we up¢;».\. l " iM 442lf-#.4'»aa¢¢xs»aa=aaas»=<xmQ:s> s aim# m<

PC122801-1 Completed
4/17/2002

Ordering 911, LNP

Originator: Stichter, Kathy

Originator Company Name: Eschelon

Owner: Dubose, Lorna

Director: Smith, Aaron

CR PM: Martin, Ric

Description of Change
When a number moves from Qwest to Eschelon, Eschelon sends a
migration notice_to Qwest's 911 data base administrator, Intrados. Intrados
migrates the number from Qwest to Eschelon and then applies the new
record. However, before Intrados can apply Eschelon's new record, Qwest
must first unlock the number in the Intrados 911 data base. When Qwest
fails to unlock the number, Intrados sends an error message 755, to
Eschelon stating that Qwest has not unlocked the number and they can n(
apply the new record. Intrados will attempt to apply the new record each
day for 14 days and will send the error message 755, to Eschelon each da
unless Qwest unlocks the number. At the end of the 14 days, Intrados stop
its attempts to apply the new record and sends an error message 760. Th
is time consuming for Eschelon to continually check the error messages.
It is also time consuming if Eschelon has to resend the migration notice,
which occurs if Qwest fails to unlock the number within the first 14 days
from when Eschelon sent the first notice to Intrados. Another potentially
dangerous problem could occur if Qwest fails to unlock the number and th
new record is not applied. If the customer moves during the conversion,
the 911 data base will have the incorrect information, which could cause
an emergency vehicle dispatched to the incorrect location.

4

Eschelon asks Qwest to document, distribute and train an adhered to
process to unlock numbers from the 911 data base so Intrados can apply
the new records sent to them by Eschelon. If a current process exists,
Eschelon asks to see the process and asks Qwest to improve the process 1
ensure adherence to the process.

Status History

CR Submitted by Eschelon.

CR acknowledged by P/P CMP Manager.

http1//www.qwest.com/wholesale/cmp/archive/CR_PC122801 -1 .him 8/27/2007
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1/3/2002

1/9/2002

1/11/2002

2/20/2002

3/6/2002

3/20/2002

3/29/2002

4/17/2002

'Qwest-I Wholesale I Resources Page 2 of 4
0

Eschelon contacted to coordinate available times for
clarification call.

Clarification Meeting conducted with Eschelon.

Issued Clarification Meeting MinuteS to Eschelon.

CMP Meeting .. CLEC Community Clarification held. It
was agreed that the CR would move to Evaluation.
Meeting discussions will be set forth in the
Product/process Draft Meeting Minutes contained in
the Product/process CMP Meeting Distribution
Package 03/20/02.

Issued Qwest's Draft Response dated March 6, 2002
to Eschelon.

CMP Meeting - Qwest presented its Draft Response
dated March 6, 2002. It was agreed that the CR coal
move to CLEC Test.

Formal response dated March 6, 2002 issued to
CLECs. Notification
CMPR.03.29.02.F.01246.Fil'1BI_CR___R€SPOflS€.

- It was agreed that the CR could beCMP Meeting
closed.

Project Meetings
CLEC Change Request Clarification Meeting

Date: January 9, 2002, 12:00 (MT) Place: Conference Call Location: 877-
564-8688 Subject: PC122801-1, Qwest to document, distribute and train
an adhered to process to unlock numbers for 911

Attendees: Ric Martin, Qwest Lorna Dubose, Qwest Joan Wells, Qwest
Kathy Stichter, Eschelon Amanda Owens, Eschelon

Introduction of Attendees Introduction of the participants on the
Conference Call were made and the purpose of the call discussed

41

Review Requested (Description of) Change Eschelon reviewed the
requirements of their CR. Lorna asked if Eschelon had any performance
measurements on the percentage of 755 Errors and 760 Cancellations the
were getting. Eschelon advised that they didn't have any measurements.
Amanda indicated that they would only receive one 755 Error message an
it would remain until the number was unlocked or it went to 760. They do
not get continuous 755 Error messages for the same number. Amanda
indicated that they started with many error messages from 2 years ago.
They have reduced that number. She has been working with Qwest" 911
database manager and that has worked a little. She indicated that she Hal
a recent e-mail from Intrados including a new 760 report. Amanda will sen
report to Lorna Dubose. The report indicated that there were other carrier
on the report other than Qwest. The group was unsure who was
responsible for the other carriers. Qwest will look into this. Joan indicated
that Qwest had a recent clarification call on the process and indicated Thai
it was working for the other CLECs. She explained that per commission
ruling, Qwest is required to hold the order until 11:59 the next business
day. Amanda indicated that they send their records to Intrados 2 days
before the Due Date. This would explain why Eschelon would receive 755
Error notices, which would remain for 4 days. Eschelon stated that they
understood that Intrados issued the database, but they thought Qwest
owned the database. Qwest will advise if they own the 911 database and

http://www.qwest.com/wholesale/cmp/archive/CR_PC122801 -1 .him 8/27/2007
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what the control is. Joan advised that there is a current 911 process on th
PCAT. There is a 911 LNP link in the process.Amanda indicated that she
had the process. Kathy will review the process and advise whether they
understand the requirements. Qwest will look into their action items and
check with their 911 database manager on the process of the 911
database management. Eschelon will review the process.

Confirm Areas & Products Impacted The products listed on the CR
referenced 911. Qwest advised that this was primarily LNP. Qwest will
update the CMP database.. Confirm Right Personnel Involved Qwest had
the appropriate SMEs involved. It was confirmed that Lorna Dubose would
be the owner with Joan's support.

Identify/Confirm CLEC's Expectation Qwest confirmed that there was a
process. Eschelon is to review and comment Qwest and Eschelon are to
collectively review why the 760 numbers are not getting unlocked.

Identify any Dependent Systems Change Requests There is no
corresponding System CR

Establish Action Plan (Resolution Time Frame) Qwest and Eschelon to
review their action items and get back to discuss findings.

QWEST Response

March 6, 2002

Eschelon Communications Kathleen Stichier ILEC Relations Manager

SUBJECT: Qwest's Change Request Response
Process to Unlock E911 Records

CR # PC122801-1 Qwest

This letter is in response to your Change Request PC122801-1 requesting
that Qwest document, distribute and train an adhered to process to unlock
numbers for E911.

Eschelon and Qwest conducted a clarification meeting to review Qwest's
current process for unlocking E911 records. During this meeting, Qwest
shared with Eschelon that the migrate unlock record should be issued to
Intrados, on the customer due date, once the migrate as been completed e
NPAC. If the migrate record is issued prior to the customer due date, a 7:
or 760 error will be generated.

In addition to Qwest's existing process, effective, February 25, 2002,
Qwest moved forward with implementing the new NENA recommendation-
These recommendations require the old provider to unlock the E911 recur
once a validation has been completed with the NPAC. Therefore, when the
CLEC sends the migration record to Intrados, on the customer due date, th
NPAC activation should be complete also. Qwest will perform a validation
to the NPAC and unlock the customer record once the CLEC migration
record is received at Intrados, Intrados will distribute a report to the CLEC
identifying any discrepancies.

The E911 Product Catalog has been updated to reflect this enhancement,
as well as the appropriate personnel trained.

Again, thank you for partnering with Qwest.

http://www.qwest.com/wholesale/cmp/archive/CR-PC122801 -1 .him 8/27/2007
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Information Current as of 8/27/2007

Sincerely,

Lorna Dubose LNP Product Manager Qwest

Page 4 of 4

http ://www.qwest.com/wholesale/cmp/archive/CR_PC122801 -1 .him 8/27/2007



Date Action Description

8/14/2003

8/15/2003
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§8;§i3%§g*§§83; Change Management Process (CAP) 11-2 \

Open Product/process CR PC081403-2 Detail

Title: Workback process/products expanded to include additional
products and allow partial workbacks. Qwest wt!! post the process
and products included in the Business Procedure section of the
web site.

CR Number
Current Status
Date

Area
Impacted Products Impacted

.*w..~...»~.* w my=w w».

PC081403-2 Completed
8/18/2004

Products to be defined
through a collaborative
effort including Qwest and
the CLEC Community

Originator: Johnson, Bonnie

Originator Company Name: Eschelon

Owner: Wells, Joan

Director: Bliss, Susan

CR PM: Harlan, Cindy

Description of Change
Qwest should expand the current work back process to include additional
products and partial workbacks. Qwest currently allows workbacks for onl'
LNP (Local number portability) orders and requires the entire LSR to be
worked back. CLECs sometimes have a need to request a workback on on
a portion of an LSR or for products outside of the current products this
process applies to (LNP). The current Qwest documentation for the
workback process is located in the Qwest LNP PCAT (titled end user out of
service) and does not define that a CLEC is required to do the workback o
an entire LSR. Qwest documentation should not leave this to
interpretation. Qwest should provide clear documentation of the entire
process in the Business Procedure section of the web site. This should
include a detailed process and the products the workback process applies
to.

Expected Deliverable:

Qwest will develop, document and train an expanded "workback" process
to include additional products and partial workbacks. Qwest should allow
the CLEC to do workbacks on partial LSRs and include additional products
Qwest should post this as a "process" under the business procedure hectic
of the Qwest Wholesale web site.

Status History

CR Submitted

CR Acknowledged

http://www.qwest.com/wholesale/cmp/archive/CR_PC081403 -2.htm 8/27/2007



8/19/2003

8/26/2003

9/17/2003

10/8/2003

10/15/2003

11/19/2003

12/17/2003

1/2/2004

1/8/2003

1/12/2003

1/21/2003

2/18/2004

3/17/2004

4/6/2004

4/21/2004

5/18/2004

5/19/2004

6/16/2004

7/21/2004

8/16/2004

Qwest | Wholesale I Resources Page 2 of 9

LWTC for Bonnie regarding Clarification meeting date

Held Clarification Meeting

Sep CMP meeting minutes will be posted to the
database

Sent response to CLEC

Oct CMP meeting minutes will be posted to the
project meeting section

Nov CMP meeting minutes will be posted to the
database

Dec CMP meeting minutes will be posted to the
database

Notification distributed to review draft process on
1/12/03

PROD.01.08.04.F.01226.LNP_V25

Held CLEC ad hoc meeting to review draft process

Jan CMP meeting minutes will be posted to the
database

Feb CMP Meeting notes will be posted to the project
meeting section

March CMP meeting notes will be posted to the
project meeting section

Sent Ad Hoc meeting notification for CLEC meeting o
4-16

April CMP meeting notes will be posted to the project
meeting section

PROS.05. 18.04.F.01688.ExpeditesV9

May CMP Meeting notes will be posted to the project
meeting section

June CMP Meeting notes will be posted to the project
meeting section

July CMP Meeting notes will be posted to the project
meeting section

August CMP meeting mintues will be posted to the
database

Project Meetings
8/16/04 CMP Meeting Mintues Cindy Macy .- Qwest advised that the PCAT
was implemented and effective June 29. Cindy asked if we could close thy'
CR. Kim Isaacs - Eschelon advised it is okay to close the CR. This CR will
move to Completed Status.

1

July 21, 2004 CMP Meeting notes: Cindy Macy -Qwest advised that this C
was effective June 29. Qwest will move this CR to CLEC Test status.

June 16, 2004 CMP Meeting notes: Jill Martain - Qwest advised that
comments were received and responded to for this CR. This CR will be
effective June 29. The CLECs agreed to move this CR to CLEC Test on Jun
29. Bonnie Johnson - Eschelon advised that she would prefer for Qwest to
be consistent and move things to CLEC test after the effective date, but
not before. while reviewing the Change Management Process document

http://www.qwest.com/wholesale/cmp/archive/CR_PC081403-2.htm 8/27/2007
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section 5.8, Qwest believes that the work needs to be completed for each
status type (i.e. CLEC Test) before the status is changed. Status should
only be changed upon agreement in the Monthly Meeting. This CR will
remain in Development Status. This CR would move to CLEC Test in July e
the effective date is June 29.

May 19, 2004 CMP Meeting notes: Jill Marta if - Qwest advised that the
documentation for this CR was released on May 18 and should be
implemented July 2. This CR will remain in Development Status.

April 21, 2004 CMP Meeting notes: Jill Martain - Qwest provided status or
this CR for Joan Wells. Jill advised that Qwest held another adhoc meeting
with the CLECs. We will update the PCAT with additional information that
will clarify the process. We also discussed and documented how Workbacl<
for other products should follow the Expedite process. This documentation
should be updated by the end of the month. Bonnie Johnson - Eschelon
advised that this topic covers such a broad scope, that it makes sense for
it to be in the Expedite and Escalation process. Bonnie confirmed that
Qwest wilt tell the CLECs what to do on a case by case basis, but because
it is documented then Qwest will know there is a process to follow. Bonnie
said Eschelon submitted this CR because during an escalation Qwest told
Eschelon that Qwest did not do workbacks. Bonnie said after Qwest
documents the process Qwest employees will know that a process exists.
This CR will remain in Development Status.

CLEC Ad Hoc Meeting PC081403-2 Work Back Process CR April 16, 2004

In attendance: Jennifer Fischer - Qwest Communications Bonnie Johnson
Eschelon Kim Isaacs - Escheion Jill Martain Qwest Communications Kath
Rein - Qwest Communications Stephanie Prudi - Eschelon Pete Budner -
Qwest Communications Chris Quinn-Struck Qwest Communications Julie
Picker - us Link Joan Wells - Qwest Communications Cindy Macy - Qwest
Communications

Cindy Macy - Qwest took attendance and explained the purpose of the ca
was to review the changes that had been made so far as a result of this
CR, and the proposed changes needed to close the CR.

Joan Wells - Qwest Communications explained that she updated the PCAT
and there were concerns with the updates that were made. Joan clarified
the updates and verified that there were not process changes as a result (
the updates, except to add the language around full and partial workback:
Bonnie Johnson - Eschelon agreed and confirmed that it was a
misunderstanding regarding when the escalation process was being used.

4

Joan Wells advised that Qwest will use existing expedite processes for the
expansion to other products with additional language added.. And that thy
information will be included in the existing Escalation and Expedites PCAT
Joan advised Wholesale will handle the customer requests, they will not b
referred to Retail. Bonnie Johnson - Eschelon advised she was happy abo
this. Joan advised the method of restoral is ICE, based on the actual
situation, and the Customer Service group will advise the CLEC how to
proceed with restoral and whether an LSR is needed.

Bonnie Johnson - Eschelon wanted to make sure that there will be enough
level of detail for the centers to determine what course of action is needs
to restore the service. Joan advised yes. Bonnie asked about the 24 hour
restriction. Joan confirmed it is a 24 hour, not 24 business hour timeframe

http://www.qwest.com/wholesale/cmp/archive/CR_PC081403-2.htm 8/27/2007
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Bonnie advised she is okay with updating the process if the documentation
provides enough level of detail for the centers to take action. Joan agreed
and advised she is planning on getting the documentation released soon.
The plan would be to move this CR to CLEC Test in May, and close in June

March 17, 2004 CMP Meeting notes: Bonnie Johnson - Eschelon advised
that she is concerned that Qwest has stated that we can not workback a
customer if the port has taken place. If this is the case, then Qwest has
changed the process as we currently do this today. Joan Wells - Qwest
advised that we did not change anything in the PCAT regarding this. What
was changed is that we added that you can now request a full and partial
workback. No other language was changed and it has been this way for tr
past two years. Bonnie Johnson - Eschelon asked if Qwest is aware that
workbacks are occurring even when the port has been completed. Joan
wells - said it could be possible that this happens, but it is not in the
process. Ervin Rae .- ATI' advised they average 50-60 a day, after the
subscription has been completed. Joan Wells - Qwest advised we average
50 workbacks a month total. Bonnie Johnson asked is it possible there is
another piece that we are missing. Joan Wells advised that we don't
disconnect the customer until 2 days after the due date, at 11:59 the hex
business day. We already pull these from the completion workload and
give extra time. Qwest is not sure if we are in a position to workback
customers for no charge, after the port has taken place, as at least 2+
days have already gone bv- Bonnie Johnson asked why does Qwest hold
the account if they are not willing to do a workback? Bonnie asked if Qwe:
can still do this on the subscription piece? Joan advised that Qwest will
have the ability to do this by canceling the subscription and order. The
opportunity is there but we shouldn't do this without a charge. Joan
confirmed that the process was not changed, our response was to
document full and partial workbacks. If further documentation is needed i
would be outside the scope if this CR. Ervin Rae .- ATe advised this needs
to be expanded to include all products. Joan Wells advised this piece is sri
being worked on and is under development. Jill Marta if - Qwest advised
that the Covad CR PC021904-1 Enhancements to Expedite Process is
similar to this request, and she will try to work the issue on that CR also.
Bonnie advised that she needs to take this back and talk to additional
people in her organization. Bonnie confirmed that Qwest's position is that
we do not do a workback after the port has been complete. When this
occurs it is using the escalation process. Maybe Qwest needs to update th
PCAT to include the escalate process if workbacks are needed after the
service order has completed. Joan Wells said that volume is low. Bonnie
Johnson will check with her team and get back to us. This CR will remain i
Development Status.

February 18, 2004 CMP Meeting Cindy Macy - Qwest provided status for
Joan Wells. The first part of this process was published and implemented.
Joan is working on the process for the additional products. Joan is working
with Retail to identify impacts. This CR will remain in Development Status

January 21, 2004 CMP Meeting Cindy Macy - Qwest advised that Joan
Wells - Qwest held an ad hoc meeting on January 12 and reviewed the
draft process. Joan took some points to incorporate into the process and
review. The documentation is in progress. This CR will remain in
Development Status.

Ad-hoc Meeting 1:00 p.m. (MDT) / Monday January 12, 2004

1-877-552-8688 7146042 PC 081403-2

Attended Conference Call Name/Company: Carla Pardee, AT&T Donna

http://www.qwest.com/wholesale/cmp/archive/CR PC081403-2.htm 8/27/2007
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Osborn-Miller, AT&T Cheryl Miller, AT&T Andrea Niles, AT&T David
Bellinger, AT&T Joyce Perry, AT&T Bonnie Johnson, Eschelon Kim Isaacs,
Eschelon Kim Sutton, Cox Communication Carol Roland, Cox
Communication Carla Cox, 180 Communication Janet Harper, 180
Communication Joan wells, Qwest Susie Wells, Qwest Terri Kilker, Qwest
Linda Harmon, Qwest

Meeting Agenda: Action 1.0 Introduction of Attendees Introduction of
participants on the conference call was made and the purpose of the call
discussed. 2.0 Review Requested (Description of) Change Joan Wells,
Qwest reviewed the Draft Proposal process and scenarios. This is for Part
Workback Expansion Proposal to include additional products.

The following were questions or clarifications made during the meeting:

David Bellinger, AT&T asked what the intervals would be for getting the
customer back in service. Joan said she would have to check but in any
case they would mirror the existing timeframes.

Joan verified that this process is to cover when orders have completed an
has nothing to do with LNP or number portability in general.

Cheryl Peterson, AT&T asked what time orders are completed. Joan
answered that it often depends on the type of order.

Kim Isaacs, Eschelon ask if process steps 6-10 is for when the account is
UNE-P with another CLEC. Joan answered yes and that she will clarify in
document.

Bonnie Johnson, Eschelon asked if Restriction 4 was also the practice in
Retail as well. Joan said yes that there are no parity issues.

Bonnie commented that process steps 11 through 13 are where most of
these cases fall and customers are impacted. She stated the purpose of tr
CR was to have a different process from going through the Retail front
door since the area between Wholesale and Retail is often painful to the
customer and CLEC. Bonnie is not asking that Retail not be involved but ti
have a process where someone knowledgeable handles the situation and
where the customer or CLEC does not have to start at the Retail front doe
Joan stated that Wholesale couldn't handle Retail involvement she agreed
to look into what could be done. Bonnie said if we could get resolution to
the front door issue that she is fine with the process. AT&T and 180
Communication agreed

Joan stated that Part 1 of the documentation should be out in a few week-
She also said she will try to have an update for the January CMP meeting
and will continue to evaluate the need for another meeting.

4

December 17, 2003 CMP Meeting Joan Wells - Qwest advised she has sen
the documentation for Partial Work backs on LNP to the documentation
team. She also has a draft proposal available for the other products that
she would like to review with the CLECs. A meeting will be scheduled the
week of January 5 to review the draft proposal. Bonnie Johnson - Eschelo
requested to have the process sent out in advance so it could be reviewed
prior to the meeting. Joan agreed and advised it would be included in the
meeting notification ahead of the meeting date. This CR will remain in
Development Status.

http://www.qwest.com/wholesale/cmp/archive/CR_PC081403-2.htm 8/27/2007
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November 19, 2003 CMP Meeting Joan Wells reviewed Qwest's response
and identified the products that will be addressed with this CR. Joan
explained she would like to call this process the 'Restoral Request' process
Ervin Rea-ATT asked what are the requirements to get the customer back
in service? Joan advised they are developing those requirements as part c
this CR. Basically the process would consist of the customer contacting th»
Call Center to advise of the problem. A ticket is issued. A supplement ma;
need to be issued to the LSR depending on if the work or LSR is complete-
The service would follow an expedite process to restore. Qwest is looking
into the criteria to determine when a restoral request is allowed and when
charges would be incurred to reinstate the service.

Oct 15, 2003 CMP Meeting Cindy Macy - Qwest advised she would page
Joan to the call as she is on vacation. Bonnie Johnson - Eschelon said she
has reviewed the response and understands Qwest will begin working on
the partial workback process for LNP and the other products are under
review. Bonnie advised we did not need to page Joan to the meeting. This
CR will move to Development Status.

Sept 17, 2003 CMP Meeting Bonnie Johnson advised we had a good
clarification call. There were attempts made a reeling in the scope of this
CR. Bonnie advised she would like the process expanded on product whet
it is workable. Today, Workback is on LNP and it is all or nothing. Bonnie
requested for Qwest to expand where this can be done and also to be able
to do a partial Workback. Joan asked if another ad hoc meeting may be
appropriate to gather additional issues, on a product by product basis for
other CLECs. Any product that is can be included on should be included.
This request is clearly asking for these product and when a CLEC can do a
Workback. Judy Schultz asked if it was appropriate for Qwest to prepare e
recommendation. Bonnie agreed for Qwest to review scenarios and do thi-
on a case by case basis. Bonnie advised this request is a result of an
escalation. Escalations usually drive process improvements. Susie Bliss
advised Qwest would also look at volumes and costs.

CLEC Change Request
26, 2003

PC081403-2 Clarification Meeting Tuesday, Augu:

1-877-552-8688 7146042#

Attendees Cindy Macy - CRPM Dusty Bastian - Qwest Mallory Paxton -
Qwest Joan Wells - Qwest Sharon Van Meter - ATT Bonnie Johnson ..
Eschelon

Introduction of Attendees Macy-Qwest welcomed all attendees and
reviewed the request.

Review Requested (Description of) Change Bonnie Johnson-Eschelon
reviewed the CR. Bonnie explained the PCAT defines a work back process,
however it is for LNP only and does not include partial work backs.
Eschelon had a situation where they were trying to work back the DSL
portion of a cut and could not do a partial work back. Qwest did do this bL
it was very difficult.

Joan Wells asked if Bonnie wanted work backs available to new products c
products associated to LNP? Bonnie advised there are multiple situations
when this may be needed. For example, when we are converting a
customer from Qwest Retail to Eschelon UNE-P.

Joan Wells advised the work back process was put in place when Qwest

http ://www.qwest.com/wholesale/cmp/archive/CR_PC081403 -2.htm 8/27/2007
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was disconnecting customers and the CLECs were having trouble getting
the customer installed on the same due date. This is not occurring very
much any more. On a conversion there is usually no facility change that
occurs so there wouldn't be a work back situation. Bonnie advised there
can be circumstances that cause facility changes and thus the need for a
work back, such as Qwest record issues that show the DSL on the wrong
line, or PBX that causes trouble on the line, credit card machines etc.
Bonnie agreed it is not a high percentage of times that this happens, but i
is important when it does happen.

The group discussed that there are many variables and it could be a
different process based on each circumstance. The group tried to
determine the scope of the CR as the process may be different based on
each product or situation. Joan Wells advised she can not document what
the CLEC needs to do for their part of the work back.

Joan asked if the CLECs would be willing to pay for this service. Bonnie
advised under certain circumstances it makes sense. Mallory Paxton -
Qwest advised in some cased it would involve Qwest doing a New Connect'
Joan wells advised there should be parameters around how much time ca
go by to determine if a work back is a valid option.

Bonnie advised she would like this in the Business Process section of the
PCAT, and not be product specific. Cindy Macy-Qwest advised this would
imply the process would be a high level process about work backs in
general and not be specific to each product. Mallory advised the process
would be different for different products so a general process may not
provide a lot of value. Some things to consider are the time constraints,
charges, process by product, identify the limitations of the process versus
all the conditions that it could apply to.

Bonnie advised UNE-P and Resale are the most commonly ordered
products so it would make sense to document it for those two products.
Additionally, adding information to the LNP product to include partial wort
backs is needed. Bonnie advised she would ike the process defined and
documented so we have a process to follow. It doesn't have to cover the
universe.

Confirm Areas and Products Impacted Cindy Macy-Qwest reviewed the
scope of the CR.

Confirm Right Personnel Involved Cindy Macy-Qwest confirmed with the
attendees that the appropriate Qwest personnel were involved.

Identify/Confirm CLEC's Expectation Cindy Macy-Qwest reviewed the
request to confirm Eschelon's expectation.

Identify and Dependant Systems Change Requests Cindy Macy-Qwest
asked the attendees if they knew of any related change requests.

Establish Action Plan Macy-Qwest asked attendees if there were any
further questions. There were none. Macy-Qwest stated that the next Ste;
was for Eschelon to present the CR at the September Monthly
Product/process Meeting and thanked all attendees for attending the
meeting.

QWEST Response

http://www.qwest.com/wholesale/cmp/archive/CR_PC081403 -2.htm 8/27/2007
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Response Update

For Review by the CLEC Community and Discussion at the November 19,
2003 CMP Meeting November 11, 2003

Eschelon Bonnie Johnson Sr. Manager ILEC Relations

SUBJECT: CR # PC081403-2 Workback process/products expanded to
include additional products and allow partial workbacks. Qwest will post ti
process and products included in the Business Procedure section of the
web site.

This letter is being issued to provide an updated response on the
development of Eschelon's Change Request (CR) PC081403-2. This CR
requests that:

- Qwest expand the existing LNP workback process to allow partial
workbacks - Qwest expand the workback process to include additional
products Qwest is currently in the development stages of both a new
"Workback"(WB) process for LNP that will include partial restorals and a
new expanded Workback process that will be identified as a "Restoral
Request" (RR) for the Resale / UNE-P POTS and Resale / UNE-P Centrex 2
products. Qwest will provide an updated status on the process
development at the December CMP meeting.

Sincerely, Joan Wells Sr. Process Analyst Qwest Communications

For Review by the CLEC Community and Discussion at the October 15,
2003 CMP Meeting

October 8, 2003

Eschelon Bonnie Johnson Sr. Manager ILEC Relations

SUBJECT: CR # PC081403-2 Workback process/products expanded to
include additional products and allow partial workbacks. Qwest will post ti
process and products included in the Business Procedure section of the
web site.

This letter is in response to Eschelon's Change Request (CR) PC081403-2.
This CR requests that: ? Qwest expand the existing LNP workback process
to allow partial work backs ? Qwest expand the workback process to include
additional products

Qwest accepts this request. Qwest will change the workback process for
Local Number Portability and Loop Service with Local Number Portability t
include partial workbacks. This change will be identified and documented
within the current workback process located in the existing LNP PCAT.

*

Qwest is currently reviewing the workback process expansion request and
its applicability to other products and processes that it will apply to. Qwes
requests that this CR be placed in development status. Qwest will provide
an update at the November CMP meeting.

Sincerely,

Joan Wells Sr. Process Analyst Qwest Communications

http ://www.qwest.com/wholesale/cmp/archive/CR_PC081403 -2.htm 8/27/2007
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§8 4e; 8 C¥~aan9ea Management Wrewss (we)

Open Product/process CR PC120301-4 Detail

Title: Implement a process to insure Qwest; adheres to ANSI
Standard T1.102 and ANSI T1.104 fcvr setting signal and loss level
standards for DS3 cable length l imitations.

CR Number
Current Status
Date

>w»~

Area Impacted

»m~»»~,.m»»¢ $44!

Products Impact

EXHIBIT

as#

Page 1 of 6

PC120301-4 Completed
4/17/2002

Ordering,
Maintenance/Repair,
Provisioning

Collocation

Originator: Stichter, Kathy
Originator Company Name: Eschelon
Owner: Wycoff, William
Director: Perko, Gale
CR PM: Martin, Ric

Description Of Change
Qwest currently states that it will meet ANSI standards without defining
how it will meet the standards. Qwest should commit to engineering a
complete DS3 Circuit when the request for a CLEC to CLEC cross-connect
made through the Qwest ICDF. Eschelon asks that Qwest adhere to ANSI
Standard T1.102 and ANSI T1.104 with the additional lineal footage, ICDF
connections, connectors and DSX interfaces taken into consideration.
Without such a standard, CLECs are not assured a clear DS3 signal. If it is
discovered that a signal level of no less than -4.7 dB is present on a
single unbalanced coaxial line (20 Ga/26 Ga), Qwest will notify the CLEC
that amplification is required and will appropriately amplify the signal to
meet ANSI Standards (as identified in ANSI Standard TL102 and ANSI
T1.104). Additionally, Eschelon requires that the two-unbalanced coaxial
cable paths are within d: .5 dB of one another. Otherwise, corrective
action is necessary to meet this requirement.

Example #1 (Qwest needs to engineer the entire path (CLEC to CLEC)
when the cross-connect is made through the Qwest ICDF). A CLEC to CLE
cross-connect was made with a third party in a Central Office. When the
entire lineal footage of the DS3 Circuit was taken into consideration, the
DS3 signal was not within ANSI loss level standards. Qwest contends that
it will engineer the DS3 cable/signal from the Qwest ICDF to each separate
Co-Provider but that it is not responsible for the complete circuit, although
all elements involved. (i.e. BNC connectors, ICDF Cross-connect points,
and DSX interfaces) contribute significantly to overall signal loss. Since
Qwest provisions all three segments of the circuit, Qwest must provision
the complete circuit in such a way that meets the ANSI standard.

Status History

I I

Description
I'

http2//www.qwest.com/wholesale/cmp/archive/CR_PC120301 -4.htm 8/27/2007



12/3/2001

12/4/2001

12/7/2001

12/12/2001

12/14/2001

1/16/2002

1/18/2002

2/8/2002

2/20/2002

2/22/2002

3/20/2002

4/17/2002

11/30/2001
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CR received from Eschelon.

E-Mail Acknowledgement issued to Eschelon
Telecommunications

CR posted to Qwest Wholesale Markets CMP Web
page

Eschelon contacted to schedule clarification call.

- Eschelon presented CR to CLECCMP Meeting
Community.

Clarification call conducted with Eschelon. Meeting
minutes transmitted to Eschelon.

CMP Meeting - Qwest conducted CLEC community
clarification discussion. Eschelon requested that
Qwest contact Paul Hauser, Eschelon to discuss
additional technical issues regarding the CR. Eschelon
asked that Michael Zulevic, COVAD be invited to the
conference call. CLEC community agreed to change
CR Status to "Evaluation."

Follow-up clarification call conducted with Eschelon
and Covad in attendance, minutes transmuted to
Eschelon and Covad.

Qwest draft response (dated 02/06/02) posted in CM
database & transmitted to Eschelon.

CMP Meeting - Qwest presented the "Draft" response
CR status changed to "CLCE Test." Meeting
discussions will be set forth in the Product/process
Draft Meeting Minutes contained in the
Product/Process CMP Meeting Distribution Package
(03/20/02).

Qwest "Formal" response (dated 02/06/02) posted Ir
CMP data base.

CMP Meeting - Eschelon requested that the CR remap
in CLEC Test for another month until the have a
chance to perform a test.

CMP Meeting - Meeting discussions will be set forth Ir
the Product/process Meeting Minutes to be posted on
the CMP Web site. It was agreed that the CR could bi
closed.

Project Meetings
8:00 p.m. (MDT) / Friday 18th January 2002 Conference Call TEL:
877.564.8688 CODE: 6265401 PC120301-4 "Implement a process to
insure Qwest adheres to ANSI Standard T1.102 and ANSI T1.104 for
setting signal and loss level standards for DS3 cable length
limitations." [Follow-up]

Q

Kathleen Stichter, Eschelon Paul Hanser, Eschelon Michael Zulevic, Covad
Bill Wycoff, Qwest Jeff Ferra, Qwest Laurel Burke, Qwest Peter Wirth,
Qwest

1.0 Introduction of Attendees Attendees introduced.

2.0 Review Requested (Description of) Change {review long description
from change request, confirm with all parties there is agreement on the
change requested} Clarification was obtained from Eschelon & Covad for

http://www.qwest.com/wholesale/cmp/archive/CR_PC120301 -4.htrn 8/27/2007
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the subject CR. The following items were discussed: 1) Paul Hanser,
Eschelon identified two (2) types of CLEC to CLEC connections in Qwest Cs
facilities: 1) direct connection (i.e., no routing through Qwest ICDF, and 2
connection through Qwest ICDF(s). Direct connections, in general, exhibit
fewer problems and mainly concern cable lengths and re-generation
concerns. Connections routed through a Qwest ICDF(s) usually involve
larger Qwest CO facilities that may involve multiple floors and require mol
detailed assessments of circuit cable lengths, regeneration, ICDF
connection losses, and other connector losses (i.e., BNC). Eschelon
expressed concern that proper engineering and testing of the end to` end
portion of the Qwest furnished circuit (i.e., cabling, regeneration (if
required), all related connections) need to be conducted properly prior to
"throwing the cables over the fence into the co-location areas." 2) Michae
Zulevic, Covad concurred with Eschelon and also requested cable
continuity testing and documentation for the Qwest provided portion of th
circuit at the conclusion of the construction phase, along with possible
collaborative testing during the test & turn-up phase. 3) William Wycoff,
Qwest asked Eschelon what signal levels are being transmitted and
received from their co~location areas. Paul Hanser, Eschelon indicated the
maximum transmit and minimum receive are indicative of signal levels.

3.0 Confirm Areas & Products Impacted {read from change request, mode
if needed} N/A. Discussed in previous clarification meeting.

4.0 Confirm Right Personnel Involved {ensure the Qwest SME can fully
answer the CLEC request. Confirm whether anyone else within Qwest has
been involved with this issue, or whether we need to bring anyone else in
N/A. Discussed in previous clarification meeting.

5.0 Identify/Confirm CLEC's Expectation {Identify specific deliverables
from CLEC - what does Qwest have to do in order to close this CR? (in
measureable terms Le provide a documented process, change a process tc
include training etc)} Qwest to generate draft response for CMP Monthly
Product & Process Meeting .

1:30 p.m. (MDT) / Friday 14th December 2001 Conference Call TEL:
877.564.8688 CODE: 6265401 PC120301-4 "Implement a process' to
insure Qwest adheres to ANSI Standard T1.102 and ANSI T1.104 for
setting signal and loss level standards for DS3 cable length limitations"
Clarification Meeting

Kathleen Stichter, Eschelon Renee Lernes, Eschelon Bill Kent, Eschelon Bi!
Wycoff, Qwest Jeff Ferro, Qwest Laurel Burke, Qwest Peter Wirth, Qwest

1.0 Introduction of Attendees Attendees introduced.

2.0 Review Requested (Description of) Change {review long description
from change request, confirm with all parties there is agreement on the
change requested} Eschelon presented the CR. Eschelon requested that
the completed circuit provided by Qwest for CLEC to CLEC cross connect
through a Qwest Interconnect Distribution Frame (ICDF) provide a signal
level of no less than -4.7 dB (additional detail in CR). Qwest is
responsible for completing the cross connect circuit.

3.0 Confirm Areas & Products Impacted {read from change request, mode'
if needed} "Collocation" confirmed as appropriate. "Physical" & "ICDF
Collocation" boxes under "Collocation" identified during conference call.

http://www.qwest.com/wholesale/cmp/archive/CR_PC120301 -4.htm 8/27/2007
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4.0 Confirm Right Personnel Involved {ensure the Qwest SME can fully
answer the CLEC request. Confirm whether anyone else within Qwest has
been involved with this issue, or whether we need to bring anyone else in
Qwest & Eschelon confirmed appropriate personnel were in attendance.

5.0 Identify/Confirm CLEC's Expectation {Identify specific deliverables
from CLEC - what does Qwest have to do in order to close this CR? (in
measureable terms Le provide a documented process, change a process to
include training etc)} Qwest to evaluate CR. During the January 2002
Monthly P&P CMP Meeting , a CLEC community clarification session will be
conducted with Qwest providing potential options for addressing the CR.

6.0 Identify any Dependent Systems Change Requests {Note any
connected CRs and the potential impacts} None.

Page 4 of 6

QWEST Response

February 6, 2002

Kathy Stichter ILEC Relations Manager Eschelon Telecom Inc

SUBJECT: Qwest Change Request Response - Number PC120301-4
(December 3, 2001) - Implement a process to insure Qwest adheres to
ANSI Standard T1.102 and ANSI T1.104 for setting signal and loss level
standards for DS3 cable length limitations.

Qwest has responsibility to engineer network elements within its Central
Offices (CO) in an efficient manner. Qwest has engineering criteria
establishing DSX-N cross-connect fields that are in compliance with ANSI
Standard T1.102 for setting signal and loss levels using cable length
limitations, signal source level control, and signal regeneration. It is
unclear how ANSI Standard T1.104 relates to the signal level question.

To minimize equipment, the ICDF is not engineered as a DSX-N level pain
According to Technical Publication 77386 on Interconnection and
Collocation, Chapters 5 and 15, the engineering requirement is to design
through the ICDF to a DSX-N point when accessing unbundled offerings
such as Unbundled Loops, Unbundled Dedicated Interoffice Transport, etc
This principle was established circa 1996 in FCC Docket 93-192.

The CLEC-to-CLEC Cross-Connection (COCC-X) offering is defined as the
CLEC's capability to order a cross-connection from its Collocation in a
Qwest Premises to its non-ajacent Coilocation space or to another CLEC's
Collocation within the same Qwest Premises at the Interconnection
Distribution Frame (ICDF). This is accomplished by the use of the CLEC's
Connecting Facilty Assignment (CFA) terminations residing at the same
ICDF and at the same service rate level.

*

Qwest is providing clarification for the following activities to address this
request:

- CLEC ordering procedure for cross-connection, - Qwest engineering data
exchange with the requesting CLEC(s) for the cross-connection, - CLEC to
CLEC cross connection within the Qwest Central Office (CO); - ICDF
connections, and regeneration installation, and - Verification testing.

CLEC Ordering Procedure

http://www.qwest.com/wholesale/cmp/archive/CR_PC120301 -4.htm 8/27/2007
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CLEC to CLEC cross-connections are ordered through the Qwest EXACT-P(
system using the Access Service Request (ASR) form. This form is used fc
ordering Access and Local Network Interconnection Services. Qwest
processes the ASR and determines a ready for service (RFS) date for the
connection.

The requesting CLEC(s) is required to assess the need for signal
regeneration prior to submittal of the completed ASR form. An engineering
data exchange can be arranged through the Qwest Wholesale Collocation
Project Manager
(http://www.uswest.com/wholesale/clecs/escaiations.html)

Qwest Engineering Data exchange with requesting CLEC(s)

The requesting CLEC(s) are required to know the cable types and lengths
from their equipment to the ICDF(s) in order to assess the need for signal
regeneration. The need for regeneration may arise when the distances
between the CLEC's collocation equipment exceeds twice the cable length
limitation criteria (table) when connected through the ICDF. The total cab
length limitation from signal source to sink, without a DSX~N point is
nominally, two times the shown length.

Qwest will provide the requesting CLEC(s) the type and length of cable
between their physical space and the ICDF. Each CLEC uses this
information to design the span between their equipment. The design is
done to determine any need for regeneration. Regeneration is typically at
the ICDF.

[Table in Supplemental Information]

Given the probability of having cable lengths that total less than the
maximums, it has been and is the CLEC's responsibility to set any transl
attenuators in their equipment. Given the possibility that total cable
lengths from the Collocation spaces through the ICDF are longer than the
table allows, there is the opportunity for a CLEC to request regeneration t
using a specific Network Channel Interface (NCI) code on their order. The
NCI is chosen from Table 6-5 of Tech Pub 77386 using one that calls for
regeneration. CLEC to CLEC cross connects occur between two CLECs
within a Qwest CO and use jumper cables at the ICDF to complete the Iii
There is no assured DSX-N level point in the circuit.

Figure A below illustrates the situation where there is a single, ICDF cross
connect to complete a CLEC-to CLEC circuit that needs a regenerator.
There is no DSX-N level point assured in this circuit.

[Figure A in Supplemental Information]

Figure A: Single ICDF Connection with Regeneration

ICDF connections and regeneration installation

Qwest, following receipt of the ASR will perform ICDF connections and
regeneration functions. Equipment additions for regeneration (of no spares
are available) will be initiated. Qwest completes these activities and
conducts verification testing

Verification testing

1.

http://www.qwest.com/wholesale/cmp/archive/CR_PC120301 -4.htm 8/27/2007
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Verification testing of the cross-connection will be conducted to assure
compliance with the ASR. Cooperative testing on circuits will be conducted
with Qwest and requesting CLEC(s) technicians.

Qwest will coordinate with the requesting CLEC and schedule the testing c
the completed cabling, ICDF connections and regeneration. cLEc(s) will b
responsible to terminate cabling into their respective collocation equipper
prior to the testing effort.

Although circuit testing is the responsibility of the CLECs, Qwest will
provide technician support of CLEC to CLEC circuit testing efforts and
provide trouble-shooting support, as necessary to successfully complete a
ASR. Such testing shall confirm that ASR ordered circuits perform to
service objectives in ANSI Standard T1.510, Network Performance
Parameters for Dedicated Digital Services for Rates Up to and Including
ass. Clauses 8.2 and 8.3 describe DS1 and DS3 testing, respectively.

William R. Wycoff Services Planning Qwest

Sincerely,

CC: Bill Campbell, Qwest Barry Orrel, Qwest Gale Perko, Qwest Mary
Retka, Qwest

Page 6 of 6
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EXECUTIVE SUMMARY
ESCHELON TELECOM OF ARIZ()NA, INC. FORMAL COMPLAINT

AGAINST QWEST CORPORATION
DOCKET nos. T-01051B-06-0257 AND T-03406A-06-0257

Eschelon Telecom of Arizona, Inc. ("Eschelon"), a Competitive Local Exchange Carrier
("CLEC") authorized to provide facilities-based local telecommunications service in Arizona,
filed a Complaint against Qwest Corporation ("Qwest"), an Incumbent Local Exchange Carrier
("ILEC"), on April 14, 2006 with the Arizona Corporation Commission ("ACC" or
"Comlnission"). The Complaint addresses the alleged refusal by Qwest to provide repairs for
disconnects in error and Qwest's alleged refusal to expedite orders for unbundled loops without
Eschelon signing an amendment to the Qwest - Eschelon Interconnection Agreement imposing a
$200 per day expedite fee. This particular Complaint involves a disconnect-in-error for a DS1
loop serving a rehabilitation center in Arizona.

Staff's analysis indicates that the Commission approved Eschelon's opt-in to the AT&T
Interconnection Agreement on April 28, 2000. Expedite Procedures were already in place at the
time. The Expedite Process is a procedure dirt is followed when a CLEC requests an earlier due
date than die standard interval from Qwest for the installation of wholesale products and services
to meet customer service needs. The Qwest - Eschelon Interconnection Agreement indicates
that Qwest shall provide Eschelon the capability to expedite a service order. The Agreement also
allows Qwest the ability to charge a fee for the Expedite. The Change Management Process
("CMP") is a significant factor in Staffs analysis of the Complaint because the CMP provides a
means to address changes to the processes and procedures contained in Qwest's Product Catalog
("PCAT"). The processes and procedures are necessary to enable CLECs to obtain pre-ordering,
ordering, provisioning, billing, maintenance and repair services from Qwest. The CMP indicates
that the rates, terms, and conditions set forth in any CLEC Interconnection Agreement between
the CLEC and Qwest shall prevail when there is a conflict with the changes implemented
through CMP and the provisions of the Interconnection Agreement.

Staff concludes that:
(1) Qwest did not adhere to the terms and conditions of the current Qwest -

Eschelon Interconnection Agreement, which allows Eschelon the
capability to expedite orders, when Qwest denied this option widiout
Eschelon signing an amendment to the Agreement. Qwest should
continue to support the same Expedite Process that has been used in the
past for all products and services (including unbundled loops) if the order
meets any of the Emergency criteria or conditions or where the customer's
safety may be an issue if the Expedite is not processed. No additional
charge should be applied beyond the standard installation charge.

(2) Qwest should continue will the enhancement to the Expedites &
Escalations Overview Process, as originally requested by Coved, offering
an option to CLECs to expedite orders when the situation does not meet
the emergency criteria or conditions. This option should be offered to all



CLECs via an amendment to the CLEC's current Interconnection
Agreement and may involve a charge when the option is utilized by the
CLEC.

(3) The Qwest .. Eschelon Interconnection Agreement does allow Qwest die
ability to impose a fee on Eschelon for expediting orders. Until recently,
common practice has been that Qwest has chosen not to charge an
additional expedite fee for all products/services that met certain
emergency conditions/criteria. Qwest should reimburse the additional
$1800 plus interest (if applicable) that was charged to Eschelon in this
particular Complaint.

(4) Due to the nature of this particular Complaint which stemmed from an
Eschelon caused error in disconnection of an incorrect number, Eschelon
should implement a training or refresher training program for its
representatives stressing the importance of accuracy when ordering
changes to their customer's service in order to try to avoid or minimize
unnecessary customer service outages.

(5) Qwest should include a definition of designed and non-designed services
in its Arizona tariffs.

(6) Qwest and the CLECs should include expedites of the installation of
Unbundled Loops in their Interconnection Agreement negotiations.

(7) Staff recommends that a performance measurement for expedites of
Unbundled Loops be developed through CMP and Mat the rate(s) for
expedites be considered as part of the next cost docket.
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1 1. INTRODUCTION

2 Q.

3

4

Please state your name, occupation, and business address.

My name is Pamela Genung. I am a Public Utilities Analyst employed by the Arizona

Coiporation Commission ("ACC" or "Commission") in the Utilities Division ("Staff")_

My business address is 12G0 West Washington Street, Phoenix, Arizona 85007.5

6

7 Q. Briefly describe your responsibilities as a Public Utilities Analyst.

8

9

10

In my capacity as a Public Utilities Analyst, I provide information and analysis to the

Utilities Staff on telecommunications tariff filings, major industry issues, and matters

pertaining to major applications such as the formal Complaint of Eschelon Telecom of

Arizona, Inc. versus Qwest Corporation filed on April 14, 2006.

12

13 Q- Please describe your educational background and professional experience.

14 I received an International Master of Business Administration from Gardner-Webb

15

16

17

18

19

20

21

22

23

A.

A.

A.

University in 2004 and a Bachelor of Science degree from Gardner-Webb University in

2002. I have been employed in the telecommunications industry for twenty-seven years

with companies such as Conte] of New York, GTE, Citizens Communications, and CT

Communications. I have also performed outsourced work for Bel1Soudi. My professional

experience includes operator services, customer services, facility provisioning and

engineering, outside plant, access services, operations, legal, and regulatory. The last five

years of my telecommunications experience were in legal and regulatory for the External

Affairs division of CT Communications, Inc. I have been with the Arizona Corporation

Commission Utilities Division since April 2006.
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1 BACKGROUND

2

2.

Q. What is the purpose of your testimony?

3

4

The propose of this testimony is to present Staff's understanding of facts pertaining to the

Complaint tiled by Eschelon Telecom of Arizona, Inc., ("Eschelon") against Qwest

Corporation ("Qwest") on April 14, 2006. This testimony also contains Staffs analysis

and recommendations.

5

6

7

8

9

SUMMARY OF THE COMPLAINT

Please summarize Staff's understanding of the Complaint in this proceeding.

10

11

12

13

14

On April 14, 2006, Eschelon filed a Complaint against Qwest with the ACC. Eschelon is

seeking immediate relief for Qwest's refusal to honor its Interconnection Agreement

obligations with Eschelon. This Complaint cites a specific case in which Qwest refused to

expedite an order for an unbundled loop without Eschelon signing an amendment to its

Interconnection Agreement which would have imposed a $200 per day expedite fee. The

Complaint also addresses Qwest's refusal to provide repairs for disconnects in error under

the repair and expedite language contained in the Qwest Eschelon Interconnection

17 Agreement.

18

19

20

Key points of the Complaint pertaining to the specific customer cited in Eschelon's

Complaint are as follows:

21 •

22

On March 8,  2006, Eschelon attempted to move a telephone number in an

individual client 's room at  the [Named Customer]l from an analog 2-wire

15

16

A.

1 [Named Customer] provides rehabilitation services 24/7 to children and adults residing at the Center that have
disabilities, specifically those with high level medical and urgent care needs. See Arizona Corporation Commission
Docket No. T-0105lB-06-0257, Docket No. T-03406A-06-0257, Eschelon Telecom of Arizona, Inc. Complaint, on
Pages 8-9, Paragraphs 22 &23, April 14, 2006.

A.
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1

2

3

4

•

unbundled loop to the [Named Customer's] DS1 loop so Eschelon could

eventually disconnect the analog loop .

Eschelon erred in filling out the Local Service Request ("LSR"), that was provided

to Qwest, with the wrong circuit identification number which resulted in a

disconnect of the customer's DSI loop at 10:02 a.m. on March 15, 2006.

After the Customer notified Eschelon of the out of service condition, Eschelon

opened a repair ticket at l0:23 a.m. on March 15, 2006 advising Qwest of the need

to promptly restore the service. At the time, Eschelon was unaware that it had

erroneously ordered a disconnect.

5

6

7

8

9

10

11

•

12

13

14

•15

16

17

18

19

20

21

22

23

24

25

26

•

Qwest located a missing cross connect in the central office and reconnected the

DS1 loop at 10:32 a.m.

The Customer confirmed service was worldng again in the individual room.

On March 16, 2006 at l1:26a.m., Eschelon was notified by the Customer that it

was out of service again.

Not fully aware of the erroneous disconnect order, Eschelon attempted to open a

second repair ticket with Qwest regarding the DS1 loop, During the call to Qwest

repair, Eschelon was informed that a disconnect order had been placed against the

circuit and that Eschelon would have to submit a new order to restore the service.

Upon further investigation through Eschelon's customer service group, Eschelon

determined that it had submitted an order to Qwest in error to disconnect the

wrong circuit.

As requested by Qwest, Eschelon submitted an order for a new DS1 loop for its

Customer with the standard 5-day interval due date for loops.

On March 16, 2006 at 5:09 p.m., Qwest approved the 5-day due date.

On March 17, 2006, Eschelon contacted Qwest to open escalation tickets

requesting an expedite on the order. After several conversations and voice
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l

2

•

3

4

5

6

7

8

9

10

11 •

messages to escalate through Qwest's management throughout the day, Qwest

denied Eschelon's request to expedite the order because Eschelon had not signed

an expedite amendment to the Qwest -.. Eschelon Interconnection Agreement.

On March 18, 2006, due to the prolonged period that Eschelon's customer was out

of service, Eschelon placed an Access Service Request ("ASR") for a special

access DSI private line circuit wide a requested due date of March 18, 2006.

Eschelon incurred approximately an additional $1,800 in non-recurring charges to

have the order expedited.

Eschelon was required to supplement the ASR to change the due date from March

18, 2006 to March 20, 2006.

Eschelon's customer was widuout service from at least 11:26 a.rn. on March 16,

2006 until 5:30 p.m. on March 20, 2006.12

13

14 A full chronology as conveyed by Eschelon in response to Staff' s Data Request No. 3

is provided in Attachment 1.15

16

17

18

19

20

21

Q. Please summarize Eschelon's position.

Eschelon has taken the position that Qwest has violated the terms and conditions of the

Qwest - Eschelon Interconnection Agreement by requiring Eschelon to sign an

amendment to its Interconnection Agreement before Qwest will restore service and

refusing to provide the capability to expedite orders under its current Interconnection

Agreement. Eschelon also believes that Qwest is in violation of the billing and dispute

resolution provisions of the Qwest - Eschelon Interconnection Agreement.

22

23

24

25

26

Eschelon's position is that under the terms of the Qwest - Eschelon Interconnection

Agreement, Qwest has previously granted Expedited orders for unbundled loops in

A.

Ill
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1

2

3

4

Arizona. Even though its Interconnection Agreement indicates that expedite charges may

apply,2 Qwest has not always applied expedite charges especially in certain outage and

emergency situations. The Qwest - Eschelon Interconnection Agreement has not changed

in any respect since Qwest formerly granted such Expedite requests.

5

6

7

8

9

10

11

Eschelon has also taken the position that Qwest has violated state and federal law and the

public interest,  specifically within the nondiscrimination requirements of Section

251(c)(3) of the Act. Pursuant to those requirements, Qwest must provide access to UNEs

on nondiscriminatory terms for all CLECs and Qwest itself. Eschelon's position also

indicates that Qwest's refusal to grant an expedite request has resulted in end user harm in

Arizona.

12

13 Q-

14 Eschelon

15

16

Qwest

Interconnection Agreement calls for mutually developed Expedite Procedures to be

followed. Qwest believes that Qwest and die industry developed methods to expedite

orders for unbundled loops in the "Commission-approved" CMP but Eschelon refuses to

Please summarize Qwest's position.

Qwest 's  posit ion is  that  they have abided  by the terms of the  Qwest

Interconnection Agreement. has  ind ica ted  tha t  due  Qwest Eschelon

1 7

1 8

1 9

20

21

adhere to it. Qwest also believes that it did provide Eschelon with the capability to request

expedite orders for unbundled loops but Eschelon would not opt into the process. Qwest

Eschelon Interconnectionalso  believes that  the repair  provisions in the Qwest

22

23

Agreement do not apply to this case since Eschelon instructed Qwest to disconnect the

customer's circuit. In addition, Qwest also believes that the dispute resolution provisions

2 See Qwest - Eschelon Interconnection Agreement, Attachment 5, Section 3.2, Subsection 3.2.4.4, Page 14.

A.

l l N u
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1

2

and the bill reconciliation provision do not concern service disruption, therefore, are not

applicable in this case.

3

4

5

6

7

8

9

10

11

Qwest takes the position that the previously expedited orders for unbundled loops for

Eschelon were expedited pursuant to the Expedite Process then in effect, .as approved in

the CMP. The CMP is the vehicle by which processes that underlie the CLEC

Interconnection Agreements are created and modified. Although the former Expedite

Process did not have rates associated with expediting orders for unbundled loops, the

Expedite Process adopted through the CMP in July 2005 contained the $200 perday rate.

Qwest also denies any allegations that it has violated State and Federal Law.

12

13

14

INTERCONNECTION AGREEMENT DESCRIPTION AND PURPOSE

Please describe an Interconnection Agreement and its purpose.

15

16

17

18

19

20

21

22

23

An Interconnection Agreement is a binding, legal document between an incumbent local

telephone company and a competitive local telephone company that establishes rates,

terms, and conditions for local interconnection between the companies. Rates, terms, and

conditions may vary by individual agreement depending on the types of service being

offered or requested, such as resale and/or the purchase of unbundled network elements.

The Interconnection Agreement allows for the transmission and termination of calls over

the interconnected networks of both companies.

EXPEDITE PROCESS DESCRIPTION AND PURPOSE

24

25

26

A.

A.

Please describe the Expedite Process and its purpose.

The Expedite Process is a procedure that is followed when a CLEC requests an earlier due

date than the standard interval from Qwest for the installation of wholesale products and
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1 services. The purpose of the Expedite Process is to allow a CLEC the opportunity to meet

subscriber service needs.2

CMP DESCR1PTI0N AND PURPOSE

What is the CMP?

The CMP is a means through which information about Qwest's system and process

changes which may impact the CLEC's business are conveyed to CLECs and through

which CLECs may request changes to Qwest systems and processes.

3

4

5

6

7

8

9

10

11

Q- Why is the CMP relevant to Eschelon's Complaint?

12

A11 CLECs facing processes are created, modified/changed, or discontinued through the

CMP. In addition, the CMP is often the only means recognized by Qwest to request

changes.

Q_ What role did the CMP play in this particular case?

Qwest has based its position on the CMP.

13

14

15

16

17

18

19

20

21

22

23

24

25

A.

A.

Q-

A.

Please describe the Change Management Process and its origin.

The CMP is a process that developed as a result of the Section 271 proceeding. The

Section 271 proceeding imposed certain conditions that must be satisfied in order for the

Federal Communications Commission ("FCC") to allow a Bell Operating Company

("BOC"), such as Qwest, to provide in-region, interLATA telecommunications services.

The conditions in Section 271 were intended to determine the extent to which local phone

service is open to competition.

A.
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1

2

3

4

5

6

7

8

9

10

11

12

Staff's Supplemental Report, dated May 8, 2002, recommended to the Commission that

Qwest's CMP and Stand-Alone Test Environment ("SATE") are 271 compliant, subject to

implementation of certain recommendations. The Supplemental Report recognized

specific criteria that the FCC identified in determining whether the CMP and SATE of a

BOC are adequate. Three specific criteria relevant to this Complaint are:

l. Competing carriers have substantial input in the design and continued

operation of the CMP.

The CMP defines a procedure for the timely resolution of Change

Management disputes.

The CMP provides for timely, complete, and accurate notification and

documentation of upcoming changes in a reasonable manner such that the

efficient competitor has a meaningful opportunity to compete.I

On August 28, 2003, in Commission Decision Number 66224, the Commission ordered

adoption of Staffs Supplemental Report on Qwest's Change Management Process and

Stand-Alone Test environment in addition to immediate implementation of several

recommendations.

Q. Please summarize the purpose of the CMP.

The CMP provides a means for changes to be made to Operations Support Systems

("OSS") Interfaces, Products, and Processes. Changes that are addressed through CMQP

may include those that support or affect pre-ordering, ordering/provisioning,

13

14

15

16

17

18

19

20

21

22

23

24

maintenance/repair and billing capabilities, and production support issues surrounding

A.

local exchange services provided by CLECs to their end-users.

3.

2.
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1 Q~

2

3

4

5

6

7

8

How is the CMP managed?

CMP is managed by CLEC and Qwest representatives each having distinct roles and

responsibilities. Regular monthly meetings are held jointly between Qwest, CLECs, and

State Commissions (as needed) to exchange information on issues such as how the process

is working, the status of existing changes, the need for new changes, and what changes

Qwest is proposing. Qwest notifications for product, process, and system changes are

issued as another means to manage CMP? The process also allows for escalation to

resolve disputes.

9

10 Q. Does the CMP have complete authority in implementing changes?

11

12

13

14

No, the CMP document provides that "in cases of conflict between the changes

implemented through this CMP and any CLEC Interconnection Agreement (whether

based on the Qwest Statement of Generally Available Terms and Conditions ("SGAT') or

not), the rates, terms, and conditions of such Interconnection Agreement shall prevail as

between Qwest and the CLEC party to such Interconnection Agreement."4

17

18

19

20

21

It is also mentioned that "if changes implemented through this CMP do not necessarily

present a direct conflict with a CLEC Interconnection Agreement, but would abridge or

expand the rights of a party to such Agreement, the rates, terms and conditions of such

Interconnection Agreement shall prevail as between Qwest and the CLEC party to such

Agreement."5

15

16

3 See Arizona Corporation Commission Docket No. T-03406-A-06-0257, Docket No. T-0105 IB-06-0257 Qwest
Corporation Direct Testimony of Jill Martain, August 28, 2006, on Page 8.
4 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-Ol-30-06, on Page 14.
5 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.

A.

A.
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1

2

This same language appears in CMP notices to inform CLECs receiving the notice that it

does not apply to them if it conflicts with their Interconnection Agreements. Therefore,

changes made through the CMP may affect some, but not all, CLECs depending on the

terms of their Interconnection Agreements.6

3

4

5

6

7

8

9

10

11

Q. Please describe how CLECs request a change from Qwest.

CLECs can use the CMP to request two categories of changes, products/processes and

system changes. A CLEC's product/process change proposal is submitted to Qwest via a

Change Request through the cmDcr@qwest.com mailbox. Qwest then reviews the

Change Request to obtain a high level understanding of the change being requested by the

CLEC. Qwest subsequently schedules a call with the CLEC and Qwest representatives to

clarify the request. The CLEC presents the proposed change at the next monthly CMP

meeting. Afterwards, Qwest evaluates the Change Request in more detail and develops a

draft response. In Qwest's response to die CLEC, it advises the CLEC whether the

Change Request is accepted or denied. If the proposed change is denied, Qwest provides

the CLEC with the reason for the denial.7

12

13

14

15

16

17

18

19

20

21

22

23

Q- What happens to the Change Request if it is accepted by Qwest?

If the proposed change is accepted by Qwest, at least one week prior to the next scheduled

Monthly CMP Product/Process Meeting, Qwest will post its response to the Web, add the

response to the CMP Database, and send all CLECs a notification via email. The Qwest

response is presented at the next Monthly CMP Product/Process Meeting. Participating

CLECs are provided the opportunity to discuss, clarify, and comment on Qwest's

6 See Arizona Corporation Commission Docket No. T-01G5lB-06-0257, Docket No. T-03406-A-06-0257, Eschelon
Telecom of Arizona,Inc. Direct Testimony ofBonnie J. Johnson, July 13, 2006, on Page 16.
7 See Direct Testimony of Jill Martain, August 28, 2006, on Page 8, lines 24-27.

A.

A.

l l 111-1-
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1

2

3

4

response. Based on the comments received at the meeting, Qwest may revise its response

and issue a modified response at the next monthly meeting. Within ten business days after

the monthly meeting, Qwest will notify the CLECs of Qwest's intent to modify its

t¢Sp0)Se_8

5

6

7

If the CLECs accept Qwest's response, the following may result:

The response answered the Change Request and no further action is•

8

9 •

10

11 •

12

required

The response provided an implementation plan for a product/process to be

developed

Qwest denied the CLEC Change Request and no further action is required

by the CLECQ

13

14

17

18

19

20

21

22

If the CLECs have accepted Qwest's response, Qwest will provide a notice of planned

implementation of the pending change. Qwest will issue die notification at the time it

intends to implement a CLEC originated change. More than one notification may be

issued and may continue to be issued until the Change Request is closed. The

notifications will adhere to the notification standards for Level 1, Level 2, and Level 3

changes. If the change is not specifically captured in the existing Level categories, or if

the change is captured in the Level 4 categories, Qwest will follow the Level 3 notification

schedule. When the CLECs have determined that no further action is required, the

Change Request will be closed.10

s See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
9 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
10 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

15

16

ll HI Lu Il l Illll I |1|||11-||_|||1-1-
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1 Q-

2

3

What are the reasons that Qwest may deny the CLEC's proposed Change Request?

Qwest may deny the proposed change for one or more of the following reasons:

Technologically not feasible•

4

5

6

7

8

9

Regulatory or legal reasons prohibiting the change

Outside the scope of CMP

Economically not feasible

Requested change does not result in a reasonably demonstrable business

benefit to Qwest or the requesting CLEC or does not result in a customer

service improvements 1

10

11 Q.

12

13

14

17

What happens to the Change Request if it is denied by Qwest?

If the Change Request is denied due to it being economically not feasible, the CMP

Special Change Request Process may be invoked. Otherwise, all CLECs are notified of

Qwest's response at least one week prior to the next scheduled monthly CMP

Product/Process Meeting at which time Qwest will present the response. Participating

CLECs are provided the opportunity to discuss, clarify, and comment on Qwest's

response. Based on the comments received at the monthly CMP Product/Process Meeting,

Qwest will notify the CLECs of Qwest's intent to modify its response."18

19

20

21

If the CLECs do not accept Qwest's response, any CLEC can escalate or dispute the

Change Request in accordance with the CMP Escalation Process or Dispute Resolutions

15

16

11 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
in See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
13 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 98-99.
14 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Page 100.

A.

A.
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1

2

3

4

5

6

Process. If the originating CLEC does not agree with the determination to escalate or

pursue dispute resolution, it may withdraw its participation from the Change Request. At

that point any other CLEC may become responsible for pursuing the Change Request.

Written notification must be provided to the Qwest CMP Manager at cmpcr@qwest.com.

Qwest will make note in the status history of the interactive reports that the Change

Request has been escalated. The Change Request status will reflect the stage of the

Change Request as it progresses.7

8

9

10

11

12

If the CLECs do not accept Qwest's response and do not intend to escalate or dispute at

the present time, they may request Qwest to status the Change Request as Deferred. The

Change Request will remain as Deferred and CLECs may reactivate the Change Request

at a later date.16

13

14 Q-

15

16

17

18

19

20

Are CLECs allowed an opportunity to participate 'm Qwest's development of an

accepted proposed change request to a product or process?

Yes, when a Change Request is handled as a Level 4 change, CLECs are provided an

opportunity to have input into the development of the change prior to implementation.

Otherwise, CLECs are allowed a specified time period, between seven and fifteen

calendar days depending on the level of change, to provide written comments on the

Change Request notifications that are identified as Level 2, 3, or 4.17

21

15 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
16 See Direct Testimony of Jill Mum, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
17 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-Ol-30-06, on Pages 40-41 and 43-44.

A.
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1

2

3

4

Ad-hoc meetings are held as necessary to discuss the proposed change. The complexity of

the change being requested determines the number of meetings to be held. Qwest notifies

the CLECs via the CMP notification process when the process change is ready to be

documented. The CLECs have the opportunity to formally comment on the proposed

changes. At the close of the CLEC comment cycle, Qwest provides an official response to

their comments through the CMP notification process."

5

6

7

8

9

10

11

Q. What happens at the conclusion of the notification and comment period?

12

After the notification goes into effect, the Change Request moves into a CLEC test status

where the CLECs and Qwest have an opportunity to test the proposed change request.

The Change Request is then closed at the monthly CMP meeting when CLECs have

detennined that no further action is required for that Change Request.19

13

14 Q. Are there mechanisms in place that allow CLECs an opportunity to object to CMP

15

16

17

18

19

20

21

22

23

changes?

According to the CMP, a CLEC may request a postponement of die proposed change,

during a specified timeframe, until the issue is resolved in CMP or until it is resolved

through the Dispute Resolution Process. The CMP also contains an Escalation Process

that CLECs can use to object to a change. The Dispute Resolution Process is another

option that allows Qwest or a CLEC to seek resolution of an item by taking it to

arbitration or before a state commission. Qwest or a CLEC can also submit an Exception

Request to the CMP for a change that is an exception to normal CMP processes. This type

of change requires a vote of the CMP members. Each carrier including Qwest is entitled

A.

18 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 10-11.
19 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 10-11.

A .
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1

2

to one vote in the CMP. An additional option is for Qwest or a CLEC to submit disputes

to the CMP Oversight Committee for review.

3

4 Q.

5

6

7

8

Are all change requests treated the same or are there different levels of changes?

The CMP identifies five levels of product/process changes. Change requests are

categorized from Level 0 through level 4 depending on the type and severity of the

changes.20 Each level involves a slightly different timeline for notification and

implementation.

9

10 Q.

11

12

13

14

Please describe all five levels of product/process changes as identified in the CMP.

Level 0 changes do not change the meaning of documentation and do not alter CLEC

operating procedures. Level 0 changes are effective immediately without notification.

Some categories of Level 0 changes are: spelling corrections, punctuation, contact

personnel title changes where contact information does not change, grammatical

corrections, and hyperlink corrections within the docu1nentation.21

17

18 CLEC operating procedures.

19

20

21

Level 1 changes are time critical corrections to a Qwest product/process and do not alter

Time critical corrections may alter CLEC operating

procedures, but only if the Qwest product/process has first been implemented through the

appropriate level under CMP. Level 1 changes are effective immediately upon

notification.

22

23

Some categories of Level 1 changes are: corrections, clarifications, or

additional information that does not change the product/process, re-notifications issued

within one hundred and eighty calendar days after initial notification, and Regulatory

15

16

to See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-Ol-30-06, on Pages 36-45 .
21 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.

A.

A.
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1

2

Orders that mandate a product/process change to be effective in less than twenty-one

days." .

3

4

5

6

7

8

9

Level 2 changes have a minimal effect on CLEC operating procedures. Qwest provides

notification of Level 2 changes at least twenty-one calendar days prior to implementation.

Some categories of Level 2 changes are: contact information updates excluding time

critical corrections, changes to a form that do not introduce changes to the underlying

process, and documentation concerning existing processes/products not previously

documented.

10

11

12

13

14

15

16

Level 3 changes have a moderate effect on CLEC operating procedures and require more

lead-time before implementation. Qwest should provide initial notification of Level 3

changes at least thirty-one calendar days prior to implementation. Some categories of

Level 3 changes are: adding new features to existing products (excluding resale),

modifying or changing as existing manual process, and expanding the availability and

applicability or functionality of an existing product or existing feature (excluding resde).24

17

18 Level 4

19

20

21

22

changes have a major effect on existing CLEC operating procedures or that

require the development of new procedures, Level 4 changes are originated using the

CMP Change Request process and provide CLECs an opportunity to have input into the

development of the change prior to implementation. When the solution is designed and all

documentation is available for review, Qwest will provide notification of Level 4 changes

Hz See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
23 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-Ol-30-06, on Pages 36-45.
2, See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
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1

2

at least thirty-one calendar days prior to implementation. If additional comments and

responses are exchanged between the CLECs and Qwest, implementation may not occur

until forty-five calendar days from the initial notification. Some categories of Level 4

changes are: new products, features, services (excluding resale), changes to CMP, new

manual process, increasing an interval in Qwest's Service Interval Guide ("SIG") and

limiting the availability and applicability or functionality of an existing product or existing

feature.25

2.5 THE CMP AND ESCI-IELON'S

3

4

5

6

7

8

9

1 0

11

1 2

Q-

RELATIONSHIP BETWEEN

INTERCONNECTION AGREEMENT

Please summarize Staff's understanding of Eschelon's Interconnection Agreement

relative to the Expedite Process.

1 3

1 4

15

1 6

1 7

18

19

2 0

Eschelon Interconnection Agreement allows for the mutual

development of Expedite Procedures between Qwest and Eschelon. The Expedite

Procedures are to be followed for service migrations and new customer additions when

Eschelon determines that an Expedite is necessary to meet its obligations to its customer.

The Qwest - Eschelon Interconnection Agreement indicates that Qwest shall provide

Eschelon the capability to expedite a service order. The Agreement also allows Qwest the

ability to charge a fee for the Expedite if Eschelon requests a due date earlier than the

standard interval or earlier than the due date offered by Qwest."

The current Qwest

21

2 2
2 3
2 4

32.2.13 Expedites: U S WEST shall provide CO-PROVIDER the capability to
expedite a service order. Within two (2) business hours after a request from CO-
PROVIDER for an expedited order, U S WEST shall notify CO-PROVIDER of U

75 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
26 See Qwest - Eschelon Interconnection Agreement, Attachment 5, Section 3.2, Subsections 3.2.2.13, 32.4.2.1 and
3.2.4.4, Pages 13-14.

A.
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S WEST's confmllation to complete, or not complete, the order within the
expedited interval .

1

2

3

4

5

6

7

8

9

10

32.4.2.1 If CO-PROVIDER requests a due date earlier than the standard due date
interval, then expedite charges may apply.

3.2.4.4 Subsequent to an initial order submission, CO~PROVIDER may request a
new/revised due date that is earlier than the committed due date. If U S WEST
agrees to meet that new/revised due date, then that new/revised due date becomes
the committed due date and expeditecharges may apply.

11

12

13

14

15

16

Q- Did the Parties develop an Expedite Process as provided for in their Interconnection

Agreement?

Existing Expedite Procedures were already in place and being used prior to April 28, 2000

when the Commission approved Eschelon's opt-in to the AT&T kiterconnection

Agreement in Arizona. The existing Expedite Procedures were later separately

documented through the CLEC change notification on the Qwest wholesale website as

Version l ("V1") of the Expedites and Escalation Overview in Qwest's PCAT."

17

18

19

20

21

22

23

Q- Describe how the Expedite Process existed at V1.

When the Qwest - Eschelon Interconnection Agreement was signed, there was an existing

Expedite Process in place which covered both Design and Non-Design Products without

an expedite fee for certain emergency conditions. See Attachment 2.

2 4

25

2 6

27

28

Q. Have other versions of the Expedites and Escalation overview evolved over time

through CMP? If so, please describe those changes relevant to the Expedite Process.

Several changes to the Expedites and Escalation Overview have transpired over time.

Those changes relevant to the products and criteria referenced in the Complaint are

27 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.

A.

A.

A.
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1

2

contained in the Versions indicated below." However, the versions in dispute and most

relevant are VI, V11, V27, and V30. The Expedites and Escalation Overview Process has

reached V42 as of December 4, 2006.3

4

5

6

7

8

Version 1 ("V1") documented the existing Expedite Process. This formally documented

the process for the CLECs on the Qwest Wholesale Website." This was handled via a

CLEC product notification with an announcement date of September 20, 2001, effective

immediately."

9

10

11

12

13

14

Version 6 ("V6") added the expedite reason for medical emergencies that was not

previously documented. V6 clarified and added additional information on how to expedite

a service request. This version also added a link to the Local Service Ordering Guide

("LSOG"). This was handled as a Level 2 change notification.31 The CLEC notification

date was May 6, 2003 with an implementation date of May 27, 2003.

15

16 Version 8

17

18

19

20

21

("V8")32 added more clarity between the two processes for escalations vs.

expedites. The request and eligibility processes were defined in more detail under the

Expedites subsection. Contact information was updated and additional information was

added regarding what type of action occurs depending on the type of service on die

account. This was handled as a Level 2 change notification." The CLEC notification

date was April 8, 2004 with an implementation date of May 25, 2004.

pa See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
29 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
30 See Qwest Corporation Document Number PROD .09.20.01 .F.00087.F.BFR SR.POA LOA. Expedites.
31 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
32 See Attachment 3, Expedites and Escalations Overview V8.
33 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.

I l III
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1

2

Version 11

3

4

("V11")34 was the original Coved request for the capability to expedite a

request when the situation does not meet the emergency criteria. This was Change

Request number PC 021904-1. Covad sought an option to expedite orders that did not

meet the emergency criteria that was already in place in the existing process. This was an

option that Covad was willing to pay an additional charge for in order to obtain an

Expedite.35

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

Qwest made changes in two phases. In response to Covad's change request, Qwest

created the Pre-Approved Expedite Process. This process allowed CLECs the opportunity

to receive an expedited due date regardless of the reason. If the CLEC chose this process,

dry also signed an amendment to their Interconnection Agreement to include language

for Expedites with a per day expedite fee. With the introduction of the new Pre-Approved

Expedite Process, Qwest renamed the existing process to the Expedites Requiring

Approval Process to create a distinction between the two processes. In the second phase

of the Change Request, Qwest was looking at die existing reasons that an Expedite would

be granted at no cost. Those changes were eventually made in Version 22 ("V22"). This

Change Request was handled as a Level 3 change notification." The CLEC notification

date was June 29, 2004 with an implementation date of July 31, 2004. The $200 per day

expedite fee was added to Qwest's Price Cap Tariff effective August 5, 2004. Each CLEC

was impacted by the new fee following their acceptance of an amendment to their

Interconnection Agreement. The impact of V11 is illustrated in Attachment 5.21

22

34 See Attachment 4, Expedites and Escalations Overview V1 l.
35 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A, on Page 5.
36 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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1

2

Version 17 ("V17") advised CLECs that an amendment is not required for Resold Design

Products. For those types of products, the Expedite Process described in the individual

Retail State Tariffs would be utilized, therefore, those requests would automatically be

included in the Pre-Approved Expedite Process. This was handled as a Level 3 change

notification. The CLEC notification date was January 10, 2005 with an implementation

date of February 11, 2005 .

3

4

5

6

7

8

9

10

11

Version 19 ("V19") clarified that if an expedited due date is missed due to Qwest reasons

that expedite charges would not apply. It also clarified that if an expedited order is

delayed on the due date that Qwest will work with the CLEC to obtain the best due date

possible and expedite charges would not apply. This was handled as a level 1 change

notification." The CLEC notification date was February 15, 2005 with an effective date

of February 16, 2005.

12

13

14

15

16

17

18

19

20

21

22

23

Version 22 ("V22") added three new reasons to the original list under the Expedites

Requiring Approval Process in which Qwest would grant Expedites. Language was also

added relative to providing service order number information that caused the expedite

condition. This was handled as a Level 3 change notification." The CLEC notification

date was May 9, 2005 with an implementation date of June 16, 2005 .

Version 24 ("V24") changed the Pre-Approved Expedite Process to bill expedite charges

per Access Service Request ("ASR")/Local Service Request ("LSR") rather Dian per

order. For expedited due date requests on delayed orders, Qwest revised its Expedite

37 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
38 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
39 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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1

2

Process to only bill expedite charges if the request for an expedited due date results in

Qwest incuring additional costs to improve the Ready For Service ("RFS") date. These

changes were handled as a Level 3 change notification.40 The CLEC notification date was

June 13, 2005 with an implementation date of July 18, 2005.

3

4

5

6

7

8

9

10

11

Version 27 added 2w/4w Analog Unbundled Loops and Port In/Port Within

requests to the list of products to be included in the Pre-Approved Expedite Process that

were previously listed as exceptions, thus removing these products from the Expedites

Requiring Approval Process where an Expedite was completed at no additional charge

when the Emergency conditions were met." The resulting effect was that the 2w/4w

Analog Unbundled Loops were moved from the Expedites Requiring Approval Process to

the Pre-Approved Expedite Process where an expedite charge applied. This change was

handled as a Level 3 change notification. The CLEC notification date was September 12,

2005 with an implementation date of October 27, 2005. The impact of V27 is illustrated

in Attachment 7.

("V27")41

12

13

14

15

16

17

18

19

20

21

22

23

Version 29 ("V29") was intended to add clarity to some of the expedite reasons that are

included in the Expedites Requiring Approval Process. Due to objections by Eschelon

regarding the level of change assigned and the effect the clarifications would actually have

on CLEC's, Qwest retracted this change notice. No change to the current process resulted.

This change was attempted as a Level 1 notification. The CLEC notification date was

October 17, 2005 but was retracted on October 18, 2005. Version 28 ("V28") remained in

effect.

40 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
41 See Attachment 6, Expedites and Escalations Overview V27.
42 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A, on Page 8.
43 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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1 Version 30

2

("V30") changed the process to require expedite language in a CLEC's

Interconnection Agreement where Expedites are associated with a per day expedite charge

for products included in the Pre-Approved Expedite Process.44 For products other Dian

resold design products and if the CLEC's Interconnection Agreement does not contain the

appropriate expedite language, Qwest would no longer grant the expedite request unless it

was due to a Qwest caused reason. This change was handled as a Level 3 change

notification. The CLEC notification date was October 19, 2005 with an implementation

date of January 3, 2006.

3

4

5

6

7

8

9

10

11

12

The notification of V30 changes was made prior to V27 changes being updated in the

PCAT. Therefore, the notification for V30 did not reflect the V27 change to add 2w/4w

Analog Unbundled Loops to the UBL service category.45 This created confusion, even

amongst Staff, in trying to decipher which products, especially 2w/4w Analog Unbundled

Loops, were being affected by the changes made in V27 and V30. This is f̀ 1n'ther

illustrated in Attachment 9.

13

14

15

16

17

18

19

20

21

Q. How are design and non-design services defined?

Staff was unable to find a definition of design or non-design services in Qwest's intrastate

tariffs. Staff was, however, able to find a definition of Designed Services in Qwest's

Advanced Communications tariff for New Mexico. The definitions in die New Mexico

tariff are included in Attachment 5 and Attachment 7.

" See Direct Testimony of Jill Martain, August 28, ZGO6, on Pages 18-22.
4.> See Direct Testimony cf Bonnie J . Johnson, July 13, 2806, Exhibit BJ]-A, on Page 11.

A.
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1 Q.

2

3

4

5

6

7

8

Please describe the Expedite Process as it existed until the disputed V27 and V30

changes.

Beginning with V11, expedites followed one of two processes, depending on the product

being requested and the language in the CLEC's Interconnection Agreement. If die

Expedite request is for a product on the Pre-Approved Expedites product list and the

CLEC's Interconnection Agreement contains language supporting expedited requests with

a per day expedite rate, then the requested Expedite does not need approval. The Pre-

Approved Expedites product list includes designed products such as:

9

10
11
12
13
14
15
16
17
18
19

•

•

•

•

•

•

•

•

•

Unbundled loops ("UBL") (except 2w/4w analog loops)
Unbundled digital trunks ("UBL DID")
Unbundled digital Mlnk facility ("UBL DS1")
EELs ("UNE-C PL")
Several UNE-P Products
UDIT
LIS
CCSAC SS7 Trunk or Facility
Unbundled Dark Fiber"

2 0

21

22

If the Expedite request is for a product dirt is not on the defined product list, or the

CLEC's Interconnection Agreement does not support a per day expedite rate, then the

Expedite follows the Expedites Requiring Approval Process."

23

24

25

26

27

28

The Expedites Requiring Approval Process pertains to those products not listed in the Pre-

Approved Expedites product list. This includes non-designed products such as Plain Old

Telephone Service ("POTS"), Centrex, or DSL service. Also, if the CLEC's

Interconnection Agreement does not contain, or has not been amended to include,

language for Expedites with a per day expedite rate for those specified design services the

46 See Attachment 6, Expedites and Escadadons Overview V27.
47 See Attachment 6, Expedites and Escalations Overview V27.

A.
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1

2

3

Expedites Requiring Approval Process pertains. Expedite charges are not applicable with

the Expedites Requiring Approval Process. An Expedite Requiring Approval is granted

for any of the following conditions :

4

5

6
7

8

9
1 0

11
12
1 3
1 4

15
1 6

17
18
19

•

Fire
Flood
Medical emergency
Nafj0nal emergency
Conditions where the end-user is completely out of service (primary line)
Disconnect in error by Qwest
Requested service is necessary for end-user's grand opening event delayed for
facilities or equipment reasons with a future RFS date
Delayed orders with a future RFS date that meets any of the above-mentioned
conditions
National Security
Business classes of service are unable to dial 911 due to previous order activity
Business classes of service where hunting, call forwarding or voice mail features
are not working correctly due to previous order activity where the end-users
business is being critically affected48

20

21 Q~

22

Do any of the above-mentioned conditions apply to the particular Eschelon

customer's expedite order referenced in this Complaint?

23 Yes. The customer's expedite order referenced in this Complaint definitely falls under the

24

25

conditions where die end-user is completely out of service (primary line). Due to the

nature of the customer, the order could also be classified as a medical emergency.

48 See Attachment 6, Expedites and Escalations Overview V27.
49 See Attachment 8, Eschelon Customer Letter, dated March 17, 2006, also See Arizona Corporation Commission
Docket No. T-01051B-06-0257, Docket No. T-03406A-06-0257, Eschelon Telecom of Arizona, Inc. Complaint,
April 14, 2006, on Page 9, Paragraph. 23.

A.
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l

2

Q~ Were unbundled loops included among the products and services available for

Expedite at no additional charge under the original Expedite Process?

Yes, Qwest provided the capability under the Qwest .... Eschelon Interconnection

Agreement to order Expedites for several products, including all unbundled loops, at no

additional charge when the Emergency Conditions were met under the original Expedite

Process. If one of die Emergency Conditions were met, Qwest's practice was to expedite

the order in question when resources were available, regardless of the products for which

the Expedite was sought. If none of the conditions were met, the Expedite request would

be denied and the standard installation interval or the original due date would be applied.50

3

4

5

6

7

8

9

10

11 Q. How did Qwest determine that it could require an amendment to the Interconnection

12

13

14

15

16

17

18

19

20

21

22

23

24

Agreement by modifying the Expedite Process through CMP?

Qwest found that some CLEC Interconnection Agreements had existing expedite language

in the Local Interconnection Service ("LIS") section that referred the CLEC to Qwest's

individual Intrastate Access Tariffs. However, there was no such language for the other

products such as Unbundled Network Elements ("UNE"). In addition, many of the rates

in the CLEC Interconnection Agreements for expedite charges were shown as To Be

Determined. Qwest concluded that the CLEC Interconnection Agreements should be

amended to include language for the other design services similar to that of the LIS

section and a specific rate with a reference to the process. This would allow Qwest the

ability to charge the $200 per day expedite fee and change the process to be in parity with

the rest of Qwest's customer base who order services that follow the designed services

flow. This analysis resulted in the development of the expedite amendment, which Qwest

now includes in its new Interconnection Agreement templates. The amendment included a

A.

to See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 11.

A.
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1

2

reference to the Expedite and Escalations Business Procedure for the process and included

a rate sheet for the $200 per day expedite fee.51

RELATIONSHIP BETWEEN THE CMP AND THE PCAT

Please summarize Staff's understanding of the CMP relative to the PCAT.

The CMP provides a means to address changes to the processes and procedures contained

in the PCAT. The processes and procedures are necessary to enable CLECs to obtain pre-

ordering, ordering, provisioning, billing, maintenance and repair services from Qwest.

3

4

5

6

7

8

9

10

11

Q.

12

13

14

Does the current Qwest - Eschelon Interconnection Agreement make reference to the

CMP or the PCAT?

Sta.ff is unable to locate any reference to the CMP in the current Qwest - Eschelon

Interconnection Agreement. The PCAT is referenced in Attachment A of the Amendment

for Elimination of UNE-P and Implementation of Batch Hot Cut Process and Discounts.52

Attachment 1 of the Collocation Decommission Amendment also makes reference to the

pcAT_53

1 5

1 6

1 7

1 8

1 9

2 0

3.

Q-

21

22

STAFF'S ANALYSIS OF THE ISSUES

Has Staff reviewed the Eschelon - Qwest Interconnection Agreement?

Yes, Staff has reviewed the Interconnection Agreement originally negotiated between US

WEST and AT&T. This is the same Interconnection Agreement that Eschelon opted into

with Qwest and was approved by the Commission on April 28, 2000.

51 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 25-26.
so See Qwest ... Eschelon Interconnection Agreement, Attachment A of the Amendment to CDS-000106-0212 for
Elimination of UNE-P and Implementation of Batch Hot Cut Process and Discounts, January 24, 2005, on Page 1.
"see Qwest -. Eschelon Interconnection Agreement, Attachment 1 of the Amendment to CDS-000106-0212 for
Collocation Decommission, February 5, 2002, on Page 3.

A.

A.

A.
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1 Q. Eschelon Interconnection

2

Please summarize Staff's understanding of the Qwest

Agreement relative to general repair requirements.

3 Attachment 5 of the Qwest Eschelon Interconnection Agreement contains language

4

5

6

7

8

indicating that Qwest shall provide Eschelon with the same level of maintenance support

as Qwest provides itself.54 The repair interval would be applicable if Qwest had

disconnected the customer in error. In this particular case, Eschelon erred by ordering a

disconnect. Qwest then put the customer back in service the first time, but Qwest then

disconnected the customer a second time which leads Staff to believe Mere may have been

9 a timing difference between the repair and ordering systems.

10

11 Q- How is this language relevant to the Complaint brought before the Commission?

12 Eschelon's Complaint addresses the refusal by Qwest to provide repairs for disconnects in

13 error. Staff believes that the general repair provisions are irrelevant to this Complaint

14 because Eschelon did in fact place an order with Qwest to disconnect the customer's

circuit. Therefore, there was no Qwest caused error that resulted in a disconnection that

would bring the disconnect in error repair intervals into play.

17

18 Q.

19

20

Does the current Qwest - Eschelon Interconnection Agreement contain an expedite

fee?

Schedule 1 of Attachment 1 in the Qwest - Eschelon Interconnection Agreement does not

21 currently contain an expedite fee.

54 SeeQwest -.Eschelon Interconnection Agreement, Attachment 5, Section 6.2,Subsection6.2.1.1,Page 46.

15

16

A.

A.

A.

I llllll 1111--1
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1 Q~

2

Can changes be made to the Expedite Process contained in the Expedites and

Escalation Overview?

3

4

Staff understands that some changes can be made to the Expedite Process through the

CMP. Staff agrees with Eschelon and Qwest that rates and die application of rates are

outside the scope of the CMP process.555

6

7 Q. Does the CMP overrule the provisions 'm the Interconnection Agreement?

8

9

10

11

No, as stated earlier the rates, terms, and conditions set forth in any CLEC Interconnection

Agreement between the CLEC and Qwest shall prevail when there is a conflict with the

changes implemented through CMP and the provisions o f  the Interconnection

Agreement.56

12

13 Q.

14

17

Was the change request pertaining to the disputed Expedite Process change initiated

originally by Qwest or a CLEC?

The change request was initiated by Coved as an enhancement to the existing Expedite

Process that was already in place and being utilized for the past six years. Covad sought

an option to expedite orders that did not meet the emergency criteria that was already in

place in the existing process. This is an option that Covad was willing to pay an

additional charge for in order to obtain an Expedite.

18

19

20

21 Q- What level of change was the disputed Expedite Process change classified?

22 Staff understands flat the Expedite Process change was treated as a Level 3 change.

15

16

as See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 17, See Direct Testimony .of Jill Martain,
August 28, 2006, on Page 29.
56 See Direct Testimony of Jill Manain, August 28, 2006, Exhibit IM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.

A.

A.

A.

A.
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1 Q.

2

3

4

5

6

7

8

9

10

11

12

13

14

Did other CLECs besides Eschelon object to the V27 and V30 changes to the

Expedite Process?

Yes, several CLECs, such as Covad, McLeodUSA, Integra, and PriortyOne, also objected

to the V27 and V30 changes.57 Following is an example of a CLEC CMP objection

provided to Qwest on November 3, 3005 by Integra:

"Integra objects to Qwest proposed change to remove the existing approval

required expedite process for designed products. When Integra signed the Qwest Expedite

Amendment we were not advised that by signing the amendment it would change the

current Expedites Requiring Approval process. We signed the amendment believing that

this would ADD to our options of having an order completed outside the standard interval.

When Integra signed the amendment UBL DSO loops were not included as a product on

the list of products in the "Pre-Approved Expedites" list. When the UBL DSO was added

to this list Integra did not comment at that time, we still believed the Expedites Requiring

Approval process was in place for our use."58

15

16

17

18

19

20

21

22

23

Q- How were the objections of those CLECs handled by Qwest?

Qwest's response, dated November 4, 2005, to McLeodUSA's October 27, 2005 objection

and written escalation regarding V27 changes, indicated that the 15-day comment review

period ended at 5:00PM, MT on September 27, 2005. Qwest only received one comment

associated with this change during the comment period regarding the rate and Qwest

responded to that comment on October 12, 2005. Qwest indicated that on September 12,

2005 it sent notification out to the CLEC community along with a summary of the changes

that were to occur and a redlined copy of the updated PCAT.59

A.

57 See Direct Testimony of Bonnie J. Johnson,July 13, 2006, on Page 24, and in Exhibit BJJ-A, on Page 13.
58 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 24, and in Exhibit BJJ-A, on Page 13.
59 See Direct Testimony of Bonnie I. Johnson, July 13, 2006, Exhibit BJJ-A-7, Document No. 000129.

A.
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1

2

3

4

McLeodUSA's comment dated November 1, 2005, indicated confusion with the changes

that were occurring with the V27 and V30 changes. Qwest responded with clarification

dirt the V27 change was already in effect and that V30 was changing the process to

require expedite language in the customer's Interconnection Agreement when an expedite

is requested for products that follow the designed services flow.5

6

7

8

9

10

11

Qwest also clarified that products that follow the designed services How will not be part of

the Expedites Requiring Approval process except in the state of Washington." On

November 3, 2005, Covad requested clarification on the V30 change regarding availability

of expedited services in the state of Washington. Qwest responded that the Expedites

Requiring Approval Process will still be available in the state of Washington in v30.61

12

13

14

Qwest responded to Eschelon's objections to V30, dated November 3, 2005, stating that it

met its commitment to Coved's Change Request and utilized the appropriate CMP

notification processes to notify CLECs of the pending changes.15

16

17

18

19

20

21

PriorityOne also objected to the V30 process change that will remove the existing

Expedites Requiring Approval Process for design products when the CLEC signs the

expedite amendment. Prio1'ityOne stated that it will negatively impact PriortyOne and its

customers. Qwest responded that the V30 change is to create consistencies across

Qwest's entire customer base for products dirt follow the designed services f10w.62

22

See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7, Document Nos. 000123 and 000124
See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7, Document No. 000127
See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7, Document No. 000127
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1

2

Integra also objected on November 3, 2005 to Qwest's V30 change. Integra was not

advised that by signing the expedite amendment it would change the current Expedites

Requiring Approval Process. Integra signed the amendment believing that this would add

to its options of having an order completed outside of the standard interval. When the

amendment was signed, unbundled DSO loops were not included on the list of products in

the Pre-Approved Expedites list. When unbundled DSO loops were added to the list

Integra did not comment at the time believing the Expedites Requiring Approval Process

was in place for its use.63

3

4

5

6

7

8

9

10

11

12

13

14

Qwest responded that Integra was not advised that by signing the amendment it would

change the Expedites Requiring Approval Process for two reasons. The first being that

when the amendment is signed the CLEC is automatically included in the Pre-Approved

Expedite Process and the Expedites Requiring Approval Process is not applicable any

longer for the products identified in the Pre-Approved Expedite section of the PCAT. The

second reason relates to the language that was added to the PCAT in Vll where an

Expedite follows one of two processes, depending on the product being requested and the

language in the CLEC's Interconnection Agreement.64

Q.

15

16

17

18

19

20

21

22

23

A.

What is Staff's response to Eschelon allegation that Qwest's Expedite Process is

discriminatory?

Based on the facts of this case, Staff does not support a finding of discrimination. Staff

has concluded that there is no "retail analogue" for expedites of the installation of

unbundled loops. Staff has also concluded that there are no current requirements in the

63See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7, Document Nos. 000127 and 000128.
64 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7, Document Nos. 000127 and 000128.
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1

2

Qwest Performance Assurance Plan that specifically address the expedite process.

Therefore, there are no performance measurements or benchmarks. The Qwest

Performance Assurance Plan ("PAP") incorporates performance measurements that ensure

Qwest's service performance to competitors can be measured and monitored so that any

degradation of the agreed upon level of service is detected and corrected. Performance

measurements were developed in the 271 collaborative workshops. Each of the

measurements have been given a precise definition, called a Performance Indicator

Definition ("PID"), that includes specification of the unit of measure, the data to be

utilized in the measurement, and the standard. The standard may be a parity comparison

of CLEC service performance with the Qwest retail analogue. When no retail analogue

exists, the standard is a benchmark.

Q- Does Qwest have complete authority to close a Change Request and implement the

changes regardless of CLEC opposition?

No. Chapter 5 of the CMP indicates that "the Change Request will be closed when

CLECs determine that no further action is required for dirt Change Request."65 Based on

the pending objections by various CLECs to the V30 changes, die Change Request should

still be open and implementation postponed.

3

4
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As discussed earlier in this testimony, CLECs have other options available to them if they

do not accept Qwest's response. CLECs can choose to escalate or dispute the Change

Request in accordance with the CMP Escalation Process or Dispute Resolution Process.

CLECs may also request that Qwest defer the Change Request until a later date.

See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-Ol-30-06, on Page 36.

65
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1 Q.

2

3

4

5

6

7

8

9

10

11

12

Does Staff believe that Qwest was correct in refusing to expedite in this case because

Eschelon did not sign an amendment to its Interconnection Agreement?

No, for several reasons. First, the CMP clearly states that when there is a conflict between

the Interconnection Agreement and the CMP, the Interconnection Agreement prevails.66

Here there was clearly a change to the Expedite Process that abridged Eschelon's rights

under its existing Interconnection Agreement. Therefore, Eschelon was entitled to

continue to operate under its current agreement and the process contemplated therein.

Second, this change was represented by Qwest as an optional process which would not

abridge CLEC's rights under their current Interconnection Agreements. Clearly, aNs was

not the case when Qwest implemented the process under objections. However, CLECs

should not be forced into signing the amendment, since it is an optional product/process

Qwest proposes to make available to the CLECs.

13

14 Q.

.17

18

19

20

21

Could Qwest have utilized the dispute resolution process contained in the Qwest -

Eschelon Interconnection Agreement rather than simply refusing to expedite 'm this

particular case?

Yes. The Qwest -- Eschelon Interconnection Agreement contains dispute resolution

provisions allowing the Parties the option of seeking resolution by way of arbitration if

negotiation is unsuccessful.67 Qwest should have expedited the request first and then

followed up afterwards with the dispute resolution process. Clearly, [Named Customer]

should have been thought of first, especially given the nature of the customer's business.

15

16

66 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.
67 See Qwest _ Eschelon Interconnection Agreement, Part A, Section 27, Subsection 27.1, Page 23.

A.
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1

2

Q- Does the SGAT have any relevance in this Complaint?

Staff understands that the SGAT was designed to allow individual CLECs an alternative to

negotiating an individual Interconnection Agreement with Qwest, or adopting an existing

approved Interconnection Agreement between Qwest and another CLEC.68 Since

Eschelon opted into the existing Qwest and AT&T ICA, the terms and conditions of the

Interconnection Agreement would apply,

3

4

5

6

7

8

9

10

11

Q- What is the status of the number of CLECs that have signed or have not signed an

expedite amendment to its Interconnection Agreement?

[REDACTED]

Q. What does Staff recommend with respect to other CLECs who signed the

amendment believing the amendment to be an optional process which did not

abridge their rights under their existing Interconnection Agreements or who were

forced into signing the amendment"

Qwest should be required to notify the CLECs that the process contained in the

amendment to the Interconnection Agreement, as a result of V27, will be treated as an

optional process by Qwest and will not abridge their rights under their existing

Interconnection Agreements.

12

13

14

15

16

17

18

19

20

21

22

Q. Please summarize Staff's position.

23

24

According to August 28, 2006 direct testimony submitted by Qwest witness, Jill Martain,

existing Expedite Procedures were already in place and being used prior to April 28, 2000

when Eschelon opted into the AT&T Interconnection Agreement in Arizona. In Qwest's

68 Qwest Arizona SGAT - Fourteenth Revision, August 29, 2003, Section 1, Page 1, Subsection 1.5.

A.

A.

A.

A.
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1

2

3

4

Answer to Eschelon's Complaint filed on May 12, 2006, Qwest takes the position that

expedite methods were further developed in the CMP between Qwest and the industry.

Eschelon's opt-in to the AT&T Interconnection Agreement occurred on April 28, 2000

when existing Expedite Procedures were already in place.

5

6

7

8

9

10

11

Staff recognizes that Qwest went out of its way by allowing extra time for the CLECs to

prepare for the changes to V30. Staff also acknowledges Qwest's additional attempt to

help clarify die V30 changes and address any CLEC questions.69 But since CLEC

Interconnection Agreements are voluntarily negotiated or arbitrated, an alternative Qwest

may have chosen, rather than trying to force Eschelon into signing an amendment, could

have been to take the issue to arbitration under the terms of the Qwest - Eschelon

12

13

14

15

16

17

18

19

20

21

22

23

24

Interconnection Agreement.

By denying Eschelon the capability to Expedite an order without signing an amendment to

the Qwest - Eschelon Interconnection Agreement, Staff believes that Qwest did not

adhere to the terms and conditions of the current Qwest - Eschelon Interconnection

Agreement pursuant to the language contained in Attachment 5, paragraph 3.22.13 of the

Agreement. When Qwest denied Eschelon the ability to expedite a service order to

reconnect a customer without signing an amendment to the current Qwest - Eschelon

Interconnection Agreement, Qwest took away die capability that the Agreement allows.

An Expedite Process was already in place and being utilized prior to April 28, 2000. Even

though Qwest had the option to charge an additional expedite fee, it chose not to as long

as the Expedite request met certain Emergency criteria. In addition, no specific expedite

rate was agreed to in the Qwest .- Eschelon Interconnection Agreement. That Process was

69 See Direct Testimony of Jill Martain, August 28, 2006, on Page 26.
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1

2

3

later documented through the CLEC change notification on the Qwest wholesale website.

Five years later, under the same Qwest - Eschelon Interconnection Agreement Qwest has

changed the Expedite Process and implemented a $200 per day expedite fee.

4

5

6

7

8

9

The dispute resolution process mentioned in the Qwest .- Eschelon Interconnection

Agreement under Rates and Charges in Attachment 1, Section 1.2, may not concern

service disruption but it would apply to Eschelon's ability to seek dispute resolution to

recover the $1,800 fee that was charged by Qwest in this case to expedite an order to

reconnect service for an Eschelon customer.

10

11

12

13

14

15

16

17

18

19

20

21

22

The Interconnection Agreement between Eschelon and Qwest allows for mutual

development of an Expedite Process. This Agreement also allows Qwest die ability to

impose a fee for expediting the order. However, the existing process was memorialized in

V1 of the Expedites & Escalations Overview Process. In VI, Qwest did not impose any

charge in expediting orders for loops when certain circumstances were met. In addition,

Eschelon has indicated that the Expedite Process was "known and in use by mutual

agreement"7° when the Commission approved the Qwest - Eschelon Interconnection

Agreement on April 28, 2000. The process at that time allowed Expedites on all

products/services (including unbundled loops) at no additional charge when the situation

met the specific Emergency conditions/criteria and resources were available. Disconnects

in error caused by the CLEC were also expedited. Eschelon and other CLEC's utilized

this process. Qwest updated its website witll the existing process on September 22, 2001 .

23

70 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 10, line 11.
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1

2

3

4

When Coved requested another optional product, Qwest instead created two separate

Expedite Processes, one for Expedites Requiring Approval and another for Pre-Approved

Expedites. The product/process request proposed by Coved was a request for another

service not a modification or discontinuation of the current process. The changes made by

Qwest resulted in a limitation to the availability of an existing product rather than an

expansion to the availability of an existing product.

5

6

7

8

9

10

11

12

13

Even though Qwest created two separate Expedite Processes in its V11 change, Eschelon

did not experience a problem expediting orders for unbundled loops until the V30 changes

demanded signing of an amendment to their current Interconnection Agreement with

Qwest before Qwest would perform the Expedite. The V30 change to the Expedite

Process should have actually been handled as a Level 4 change rather than a Level 3

change. As a Level 4 change, CLECs are allowed an opportunity to have input into the

development of the change prior to implementation. Eschelon indicated that CMP is

largely one-sided. CLECs have the opportunity to submit objections to proposed changes

but Qwest makes die final decision in implementing a change unless the CLEC takes the

issue to dispute resolution.

14

15

16

17

18

19

20

21

22

23

Eschelon and other CLEC's have participated in CMP. Eschelon has participated on a

regular basis to keep abreast of any changes that may affect Eschelon's business. Even

though Eschelon's behavior may indicate acknowledgement of the process, language

placed in the CMP states that "in cases of conflict between the changes implemented

through this CMP and any CLEC Interconnection Agreement,,, die rates, terms, and
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1
77 71 The CMP notices issued

2

conditions of such Interconnection Agreement shall prevail..

by Qwest to the CLECs contain similar language."

3

4 4.

Q-

RECOMMENDATIONS

5

6

7 (1)

8

9

10

11

12

13

14

15

16 (2)

17

18

19

20

What are Staff's specific recommendations?

Staff recommends the following on the issues included in Eschelons Complaint:

Qwest should continue to support the same Expedite Process that has been used in

the past, previous to Vll, for all products and services (including unbundled

loops) if the order meets any of the Emergency criteria or conditions or where die

customer's safety may be an issue if the Expedite is not processed. This is the

same Expedites and Escalations Overview Process contained in the PCAT that has

been in place and utilized by CLECs since at least September 20, 2001.

Processing of the Expedites shall not require an amendment to the Qwest --

Eschelon Interconnection Agreement nor should an additional charge be applied

beyond the standard installation charge.

Qwest should continue with the enhancement to the Expedites & Escalations

Overview Process, as originally requested by Covad, offering an option to CLECs

to expedite orders when the situation does not meet the emergency criteria or

conditions. This option should be offered to all CLEC's via an amendment to the

CLEC's current Interconnection Agreement and may involve a charge when the

21

22 (3)

23

option is utilized by the CLEC.

Qwest should reimburse Eschelon the $1,800 plus interest (if applicable) that was

charged to Eschelon in the customer event cited as part of this Complaint.

See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2, Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14

See V11 Notice, July 15, 2004, "Noter In cases of conflict between the changes 'implemented through this notification and
any CLEC interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and conditions of such
interconnection agreement shall prevail as between Qwest and the CLEC party

A.
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1 (4)

2

3

4

5

6

(5)

Eschelon should implement a training or refresher training program for its

representatives stressing the importance of accuracy when ordering changes to its

customer's service in order to try to avoid or minimize unnecessary customer

service outages.

Qwest should include a definition of designed and non-designed services in its

Arizona tariffs .

7

8

(6)

9 (7)

10

11

Qwest and the CLECs should include expedites of mc installation of Unbundled

Loops in their Interconnection Agreement negotiations.

Staff recommends that a performance measurement for expedites of Unbundled

Loops be developed through CMP and that the rate(s) for expedites be considered

as part of the next cost docket73.

12

13 Q. Does this conclude your direct testimony?

14 Yes, it does.

73 In The Matter Of Investigation Into U S West Communications, Inc.'s Compliance With Certain Wholesale Pricing
Requirements, Docket No. T-00000A-00-0194.
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1. 3/8/06 - Eschelon began working on die End User Customer's request to keep the
phone number that was currently associated with its analog 2-wire unbundled loop but
point the number instead (using a DID number) to the End User Customer's DSI capable
loop to allow the End User Customer's analog 2-wire unbundled loop to be disconnected.
The 911 capability for the individual rooms of the children and adults with disabilities at
the rehabilitation center is on the DSI capable loop. As part of processing this request,
Eschelon submitted a Local Service Request (LSR) (PON AZ6577l8CAR/LSR ID
17114755) intended] to disconnect the analog 2-wire unbundled loop. Eschelon
requested a disconnect date of 3/15/06.

2. 3/8/06 - Qwest sent Eschelon an FOC confirming Eschelon's requested due date of
3/15/06. Qwest assigned service order number D49232945 to the disconnect order Qwest
issued. On or about 3/8/06, Qwest also sent a Pending Service Order Notification
(PSON). When the PSON information matches the information in the LSR, no flags are
raised. PSON comparisons highlight discrepancies in information, and there was no
discrepancy here because the PSON reflects the information in the LSR.2

3. 3/15/06 - Qwest disconnected the End User Customer's T-1 facility on 3/15/06 and
Qwest sent Eschelon a completion notice for the disconnection of the circuit on 3/ I 5/06
at 10:02 AMY.

4. 3/15/06 - The End User Customer contacted the Eschelon Repair Service Bureau
(RSB) at 10:20 AM. The End User Customer told Eschelon its service was not working.
Eschelon performed trouble isolation and determined the End User Customer's Tl was
out of service. Eschelon trouble isolation indicated the trouble was in die Qwest
network.4 The Eschelon RSB coordinator opened a Qwest repair ticket via CEMR5 at
10:23 AM. Qwest assigned Qwest repair ticket number OC125098. Qwest told Eschelon
that Qwest found a missing cross connect in the Qwest Central Office. Qwest repaired the
missing cross connect at 10:32 AM. When Qwest reconnected the missing cross connect,
the End User Customer's service was restored. Qwest called Eschelon and told Eschelon
that Qwest repaired the cross connect and restored the End User Customer's service.
Eschelon asked Qwest to hold the repair ticket open for 24 hours. Qwest agreed to do so.

5. 3/16/06 - Twenty-four hours later, the Qwest CEMR Report History shows that, as of
10:35 AM: "Unable to close TKT Properly/DISC=D49232945." This statement
indicates that Qwest repair was unable to close the repair ticket properly in the Qwest

i As indicated below (in chronological order), Eschelon later learned that a different circuit was
disconnected. As of 3/8/06, however, the status was that Eschelon intended to disconnect the analog2-wire
unbundled loop and was operating under the assumption that this is what it requested (until later learning of
the error).
z See footnote 1.
3 All times noted are MST unless indicated otherwise.
4 See footnote l. Eschelon was unaware oftheerror at this time.
5 Qwest'sCustomer Electronic Maintenanceand Repair (CEMR) electronic interface
(http://www.qwest.com/wholcsalefsvstems/cernrandrce.html) for submitting trouble reports.

1
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systems after holding the ticket open for 24 hours because, at least by that time, Qwest
identified that a disconnect order had been completed for the circuit. The Qwest CEMR
Circuit History indicates that Qwest canceled the repair ticket at 10:35 AM .

6. 3/16/06 - The End User Customer contacted the Eschelon Repair Service Bureau
(RSB) at 11:26 AM and told Eschelon it was out of service again. Eschelon performed

trouble isolation and determined the End User Customer's T1 was out of service. Testing
indicated the trouble was in the Qwest network. Eschelon attempted to open a repair
ticket with Qwest in CEMR. CEMR rejected the request with an edit "no circuit found on
host." Eschelon called Qwest repair center and asked to open a repair ticket on the DS l
capable loop. During the call, Qwest repair told Eschelon there was a disconnect order
placed against this circuit and said Eschelon would have to submit a new order to Qwest

to restore the service. The Eschelon RSB related this information to the Eschelon
customer service group.

7. 3/16/06 - The Eschelon customer service group determined Eschelon had submitted
an order to Qwest, in error, to disconnect the circuit. Although Eschelon intended to
disconnect the analog 2-wire unbundled loop, Eschelon had inadvertently used the circuit
identification (ID) number for the same End User Customer's DSI capable loop. An

Eschelon Customer Service Manager contacted the End User Customer at 3:30 PM CDT
and acknowledged Eschelon's mistake, telling the End User Customer that Eschelon had

disconnected the End User Customer service in error. He also told the End User
Customer that Qwest said Eschelon would have to order new service from Qwest to

restore the End User Customer's service.

8. 3/16/06 - Eschelon submitted an LSR (PON AZ657718T1FAC!LSR ID 17192206) at
4:37 PM to order a new DSI Capable loop. Eschelon requested a due date of 3/23/06.6

9. 3/16/06 - Qwest sent Eschelon an FOC at 5:09 PM and confirmed Eschelon's
requested due date of 3/23/06. Qwest issued service order number N49828418.

10. 3/16/06 (Thursday) .- Day ends, and rehabilitation center for children and adults wide
disabilities continues to have no ability to dial 911 'from the residents' rooms.

11. 3/17/06 .-. Per Qwest's documented process,7 Eschelon called the Qwest call center to
open a Qwest tier one escalation ticket (25903100) to request an expedite. The Qwest

6 Eschelon requested a due date of 3/23/06, which is 5 business days. Qwest's Expedite Requiring
Approval process (http://www.qwest.com/wholesale/clecs/exescovenhtml)provides two options for a
CLEC to request an expedite: "1 .) Submit the request with your expedited due date and populate the EXP
field. Also include in REMARKS the reason for the expedited request and then call the Qwest Call Center,
2.) Submit the request with a due dateinterval from our SIG (Service Interval Guide) or your ICA and then
call the Qwest Call Center." Eschelon used the second option. Qwest's standard interval for a DSI loop
per Qwest's SIG (http://www.qwest.com/wholesale/guides/sig/index.html) is five (5) days.
7As indicated in the previous footnote, Qwest's process allows CLEC to first submit the order for the full
interval and then call to expedite it. ("Submit the request with a due date interval from our SIG (Service

2
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escalation representative (Connie at 612-349-2314) denied Eschelon's request to expedite

the DS] capable loop order installation date.

12. 3/17/06 - Eschelon called the Qwest call center to open a Qwest tier two escalation
ticket (25903113) to escalate the denial of Eschelon's expedite request. Qwest said it
would check and call back.

13. 3/17/06 - At 1:35 PM CDT, Ronda Knudson escalated the denial oldie expedite
request to Qwest tier four escalation (Jean Novak, Director of Service Management at
Qwest for Eschelon's account).8 Jean Novak told Ronda Knudson that Eschelon must
sign Qwest's expedite contract amendment before Qwest would expedite the due date.
Ronda Knudson explained the nature of the business and critical need for service to this

End User Customer to Jean Novak. Ronda Knudson told Jean Novak that Eschelon
would be sending Qwest a letter from the End User Customer outlining the medical
nature of the residents at this center and the urgent need for service.

14. 3/17/06 - At 2:19 PM, 2:25 PM and 2:35 PM (all CDT), Ronda Knudson again
escalated the denial of the expedite request to both Tier 2 and Tier 4, requesting status on
the expedite/escalation. Ronda Knudson told Jean Novak that Eschelon would pay
Qwest the expedite charge Qwest was asldng ($200 per day expedited).

15. 3/17/06 - At 3:22 PM CDT, Jean Novak left Ronda Knudson the following voice
mail: "Rhonda, this is Jean we need to have the order number that took this customer out

of service so we can see if that facility is still available. Would you give me a call on

218.290.9414. Thanks, Rhonda."

16. 3/17/06 - The 3:22 PM voice message that Jean Novak left Ronda Knudson
continued on with a conversation between Jean Novak and Chris Siewert (Qwest Sr.

Manager, Minneapolis Center). On the voice message, Jean Novak told Chris Siewert
that she was "okay with not doing it." (See attached unofficial transcription.)

17. 3/17/06 - At 3:24 PM CDT, the Qwest Tier 2 escalation representative (Deanne at
612-752-1435) left Ronda Knudson the following voice message: "Hi Ronda, this is
Deanne, Qwest Wholesale Escalations, and I apologize I just received word back that
they will not be expediting this um because of the fact that it clearly states that to
expedite you have to have the amendment which in Arizona Eschelon does not have.
Um, it clearly states that you know, we will not expedite this. However, I did speak with

Jean Novak and she asked me to go ahead and try to expedite this. Um, my manager um,
has also called her and I think that if she were to move ahead to try to do expedite it
would help. Um, can't guarantee that though, the bottom line is that it is not expeditable

Interval Guide) or your ICA and then call the Qwest Call Center
(httoz//www.qwest.com/who]esale/clecs/exescover.html).")
B Qwest's process documentation states that: "Escalations can be initiated for any issue, at anytime, and at
any escalation point." (http://www.qwest.com/wholesale/clecs/exescover.htmll

3
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because of the no amendment. So, at any rate, sorry, I'm so sorry about that and hope
that this will all work out. Thank you. Goodbye."

18. 3/17/06 - At 3:32 PM CDT, Eschelon sent Qwest (Deanne at fax number 612 663-
0502), by facsimile, a copy of a letter from the End User Customer to Eschelon in which
the End User Customer outlined the critical need for service due to the medical nature of
the residents (children and adults with disabilities).

19. 3/17/06 -. At 4:06 PM CDT, Jean Novak left Ronda Knudson the following voice
mail: "Hi Ronda, this is Jean. I have to deny the expedite. You do not have an
amendment to pay for this expedite and so I cannot, I have to turn it down. If you would
like me to have someone fax an amendment to you, um, we can get that signed by you
and by Qwest to expedite this order and then all you would have to do is sup the order
and put the appropriate CL for expedite. So let me know what you want to do. Ah, if you
want an amendment, um, I  wi l l  cal l  Josh and have him get one for you. Um,
218.290.9414. Thanks."

20. 3/17/06 - At 5:00 PM CDT, Jean Novak called Ronda Knudson and said the
facilities were still available for assignment but Qwest had officially denied the expedite
request at the Tier Four level because Eschelon had not signed die expedite contract
amendment.

21. 3/17/06 (Friday) -. Day ends, and rehabilitation center for children and adults with
disabilities continues to have no ability to dial 911 from the residents' rooms.

22. 3/18/06 - At 9:00 AM, Eschelon submitted an Access Service Request (ASR) (PON
AZ6577l8T1FAC/ASR ID 0607700072) to Qwest for a new Special Access DS1 private
line circuit. Eschelon requested a due date of 3/18/06.

23. 3/18/06 - At 11:43 AM CDT, Ronda Knudson called Jean Novak and said that
Eschelon had placed the Special Access DSI private line order. Ronda Knudson asked
.lean Novak if Qwest would install the service that day. Jean Novak said she would check
to see if there was a Qwest service order writer that could manually type die order.9

24. 3/18/06 - At 12:00 PM CDT, Jean called Ronda and said that Qwest did not have a
Qwest Service order typist that could type the service order. Jean Novak said Qwest
could not type the order until Monday 3/20/06. Jean Novak said the earliest date Qwest
could install the service for the End User Customer was 3/20/06. Jean confirmed that
Qwest would type the order the morning of 3/20/06 and work to complete the install that
same day.

9 Qwesthas less flow through capability for ASRs. See,e.g.,
http://'www.qwest.com/wholesale/cmp/archive/CR PC070804-I .him.

..
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25. 3/18/06 (Saturday) - Day ends, and rehabilitation center for children and adults with
disabilities continues to have no ability to dial 91 l from the residents' rooms.

26. 3/19/06 (Sunday) .- Rehabilitation center for children and adults with disabilities
continues to have no ability to dial 911 from the residents' rooms.

27. 3/20/06 - At 7:54 AM CDT, Jean Novak called Ronda Knudson and said that a
Qwest typist had typed the service order. Qwest assigned service order number
C50456587. However, Jean Novak told Ronda Knudson that, even though the service
order had been typed, Qwest would not process the order until Eschelon supplemented its
ASR request to change the requested due date from 3/18/06 to 3/20/06. Per Qwest's
request, Eschelon supplemented the ASR and changed the desired due date to 3/20/06.

28. 3/20/06 - At 5:30 PM, Eschelon accepted die special access DSI private line circuit.
The rehabilitation center for children and adults with disabilities has the ability to dial
91 I from the residents' rooms.

5
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Introduction

•

Qwest quickly responds to your escalation or expedite requests offering you clear and complete
explanations so you can satisfactorily respond to your end-users.

Expedites:

•

Requests for an improved standard interval, Individual Case Basis (ICE) or
committed to ICE (Ready for Service (RFS) + Interval) date

Escalations: Requests for status or intervention around a missed date

The following summarizes the processes used within Qwest for all V\Molesale Products and
Services to handle expedite and escalation requests.

Expedites

While Qwest standard intervals, defined in our Service Interval Guide (SIG) (Link blue text to:
http1//www.qwest.com/wholesale/guides/sig/index.html) identify reasonable intervals, at times a
valid expedite situation can occur such as:
» Fire
• Flood
• National emergency
» Conditions where your end-user is completely out of service (primary line)
• Disconnect in error by Qwest

Requested service necessary for your end~user's grand opening event delayed for facilities or
equipment reasons with a future RFS date
Delayed orders with a future RFS date that meet any of the above described conditions

If an expedite situation occurs, call the assigned Qwest W1oIesale Center Representative
responsible for processing your service requests. All expedite requests require approval to
ensure resource availability. The Qwest Wholesale Center Representative will coordinate with
you and Qwest internal organizations to resolve. Expedite charges may apply. If your expedite
request is denied, denial reason(s) will be provided.

Escalations

Escalationsare a request for status or intervention around a missed critical date such as:
• Plant Test Date (PTD)
• Due Date (DD)

Ready For Service (RFS)

Qwest's Service Centers pro-actively escalate any critical dates in jeopardy and will notify you. If,
however, you find it necessary to initiate an escalation, call the assigned Qwest Vlmolesale
Center Representative responsible for processing your orders, for assistance. Regardless of
how initiated, by you or internally, Qwest escalation roles and responsibilities can be summarized
as: .
• Qwest Wholesale Center Representatives

Local Service Request (LSR) or Access Service Request (ASR) escalations related to
Rejects/Delayed orders, critical dates and Firm Order Confirmations (FOC).
Qwest Service Manager
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Qwest 101 "Doing Business With Qwest"

This introductory instructor-led training course is designed to teach the CLEC and Reseller how to
do business with Qwest. It will provide a general overview of products and services, Qwest billing
and support systems, processes for submitting service requests, reports,andweb resource
access information. Click here (Link blue text to:
http1//www.qwest.com/wholesaIe/training/ilt__desc_qwest_101.html)for course detail and
registration information.

r

3 _*. .

Escalations - Technical Escalation Process
Additional information about the Technical Escalation Process canbeobtained from Qwest's
Operations Support Systems General Information. (Link blue text to;
http://www.qwest.oom/wholesale/systems/generalinfo.htmI)

Note: Occasionally, your end-user may Lind their way to the Qwest Wholesale Center or Qwest
Service Manager and our Wholesale Center Representatives will explain that you are our
customer and direct them to you for assistance.

"r14 32: §='4= ,3§§@l?';i1e"i¥al4;@l§:=\W Wholesale Customer Contacts. (List blue text to:
h&p:l .qwest.comfwholesaleldecslescalations.html)
Expedites and Escalations

Training

Should you have questions, or need additional information related to the expedite or escalation
processes defined above, contact your Qwest ServiCe Manager (Link blue text tot
http://www.qwest.com/wholesale/clecs/accountmanagers.html) for assistance.

Contacts

Escalations - Maintenance and Repair

At your discretion, you may initiate an escalation of your trouble report through our electronic
interface Customer Electronic Maintenance and Repair (CEMR) DELETE CEMR (Customer
Electronic Maintenance and Repair) or by calling either the Account Maintenance Support Center
(AMSC) for Unbundled Network Elements (UNEs) and Complex services or the Repair Call
Handling Center (RCHC) for Plain Old Telephone Service (POTS) and Non-Complex services.
Refer to our Maintenance and Repair Overview (Link blue text to:
http:llvwvw.qwest.com/wholesale/clecs/maintenance.html) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) (Link blue text to:
http://www.qwest.com/wholesale/systems/heet.html) for ongoing status if your service was
requested on an ASR.

Involved only after normal processes fail to resolve the escalation to your satisfaction.
Evaluates the situation based on commitments managing associated resolution activities.
Qwest Senior Service Manager/Director
Involved only when the Service Manager's efforts are unsuccessful. Provides direction to
those working the issue, partnering with Center Coaches and Team leaders.
Qwest Senior Service Director/vice President
Contacted for direction and/or assistance for those working the escalation, providing timely
status updates back to the prior level and you directly.

My;
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Center Products & Services Contacts Fax

Des Moines LIS, Feature Group, Private Line,
Analog/Digital, HiCap Services
(e.g., DS1, DS3. Sonet, SS7,
SHARP, SHNS)

877-340-9627 DELETE 5t5-
80441

a » » 4 ~
e1e0

2'

•

D

Local Service Requests (LSRs)

5.

.
-N

Access Service Requests (ASRs) Note: Your Qwest Service Manager (Link blue text to:
http://wvvw,qwest.com/wholesale/clecs/accountmanagers.htmI) will advise you which center
to contact.
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Salt Lake City LIS, Feature Group, Private Line,
Analog/Digital, HiCap Services
(e.g. DS1, DS3, Sonet, SS7,
SHARP, SHNS)

8Q0-333-5498 801-239-4070

Minneapolis Frame Relay 800-285-8383 800~636-8721

Center Products & Services Contacts Fax

Salt Lake City All 801-239-5070

This section is currently being compiled based on your feedback.

Last Update:

Frequently Asked Questions

Non ASR/LSRs
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Deleted: TheQwest Wholesale
Center Representative will coorrilnate
with you aid Qwest internal
organizationsto resolve. Expedite
charges may apply. If yourexpedite
request isdenied, denial reasor\(s)
will bepn>vided.1l

*ll
WhileQwest standard irltervals,

Deleted: identify reasonable
intervals, the following are valid
reasons to request an expedite:

I

Qwest quickly responds to your escalation or expedite requests offering you dear and complete
| explanations so you can satisfactorily respond to your end-users,

An expedited request can be made either prior to. or after, submitting your service request. . .
When the request is submitted. the Exp;1ela should be populated on the LSR or ASRform Eng
the BEMARKS field should contain the reason for the expedited request. You may be asked to
Drovide verification of the expedited reason.

To request an expedite on service requests issued via an Access Service Request (ASR). you
may contact one of the following two centers. deoendino on which center Drowsseswur service
requests:

Des Monies. IA on 1-877-340-9627
• Salt Lake inv. UT on 1-800-333-5498

To request an expedite on service requests issued via a Local Service Request (LSR). you may
contact the Qwest Call Center on 1-888-796-9057.

All expedite requests require approval to ensure resource availability.,Expedite requests are for
situations where the requested due date is shorter than the standard interval as denned in our
Service Interval Guide (SlG)_. _(Link blue text to:
http://www.qwest.com/wholesale/guides/sig/index.html) Expedite requests are granted for the
followinci conditions if Qwest determines that it has the resource availability on the requested

date,
Fire
Flood
Medical emergency
National emergency
Conditions where your end-user is completely out of service (primary line)
Disoonnect in error by Qwest
Requested service necessary for your end-user's grand opening event delayed for facilities or
equipment reasons with a future RFS date
Delayed orders with a future RFS date that meet anyof the above described conditions

Once your expedite request is received. your Wholesale representative wilt review the request for
eliqibilitv. If approved, the next stem is to contact our Network organization to determine resource

The following summarizes the processes used within Qwest for all Wholesale Products and
Services to handle expedite and escalation requests.

Expedites

History Log (Lzhk blue text lo: Replace Existing Download With Attached HistoryLog)

Expedites & Escalations Overview - v8.0

Introduction

For Des Moines and Salt Lake Citv. when callirlq one of the above numbers, ask for a
representative that handles expedited requests.

Expedited are request for. an. improved standard in.teryal8. l.ndivi.duaI..Case .Basis (I.C[3.) or.
committed to ICE (Ready for Service (RFS) + Interval) date
Escalations,_can be initiated for any issue at anytime and at any escalation point
*scalatlons can also be for,requests for status or intervention around a mlssed...date_..
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Deleted: When an expedite situation
ocwrs,  refer to the following when
you prepare your service request ll
<#>cal1 the assigned Wholesale
Center Representative responsible for
processing your service request.
(NOTE: This can be done before or
aRea the LSR is issued.)1l
<at>lssue LsR1l
<#>Populate the EXP held 11'
<#>The REMARKS f ield can be
populated with the specific reason for
the requestfl
11
Field entry requirements are
described in the Local Service
Ordering Guide (LSOG). (Link
italicized text Io:
http:/rqwest,corn/wholesaleldecsflsog
.h!rN1)1]

Deleted: responsible for processing
your orders

Deleted :

Qwest's Service Centers pro-actively escalate any critical dates in jeopardy and will notify you. If,
however, you rind it necessary to initiate an escalation, call the assigned Qwest Wholesale

I Center Representative°,at one of the numbers listed in the Expedites section,for assistance-
Regardless of how initiated, by you or internally, Qwest escalation roles and responsibilities can
be summarized as:

Qwest Wholesale Center Representatives
Local Service Request (LSR) or Access Service Request (ASR) escalations related to
Rejects/Delayed orders, critical dates and Firm Order Confirmations (FOC).
Qwest Service Manager
Involved only after normal processes fail to resolve the escalation to your satisfaction ,
Evaluates the situation based on commitments managing associated resolution activities.
Qwest Senior Service Manager/Director
Involved only when the Service Manager's efforts are unsuccessful. Provides direction to
those working the issue, partnering with Center Coaches and Team leaders.
Qwest Senior Service Director/Vice President
Contacted for direction and/or assistance for those working the escalation, providing timely
status updates bad to the prior level and you directly.

Escalations -Maintenance and Repair

At your discretion, you may initiate an escalation of your trouble report through our electronic
interface Customer Electronic Maintenance and Repair (CEMR) or by calling either the Account
Maintenance Support Center (AMSC) for Unbundled Network Elements (UNEs) and Complex
services or the Repair Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) and
Non-Complex services. Refer to our Maintenance and Repair Overview (Link blue text to:

Escalations are a request for status or intervention around a missed critical date such as:
» Plant Test Date (PTD)
- Due Date (DD) '

Ready For Service (RFS)

Qesiqned Services
For Designed Services. the Network organization is contacted to determine resource availability
for the Central Office and Outside Technicians as well as for the Testers that work with you to
accent the service. You can expect to receive a response usually within four business hours.

Escalations

Non-Desiqned/Dispatch Required
For requests that require a dispatch, the Network organization is contacted to determine
Technician availability. If aooointments are available on the requested due date, your expedite is
Granted. If no aDDointments are available. then Qwest will offer an alternative date. if one is
available, prior to the requested due date. You can expect to receive a response to your
expedited request usually within four business hours.

Deoendinm on the toe of service on the account. the following action is taken once the request is
determined to be eligible for an expedited due date:

availabililv. If denied. then we will provide you reasons that the request was denied or we will
offer an alternative date that we could install the service.

Non-Desiqned/No Dispatch Required
For requests that do not require a dispatch. the order is issuedwith the expedited due date.
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Wholesale Center
Tier Responsibili Activi Contacts
Tier 0 Interconnect Service Center (INC) First point of contact

for CLECS
Ticket opened

888-796-9087

Tier 1 Customer Service Inquiry and
Education Center (CSIE)

Respondto issues not
resolved at Tier 0

Tier 2 Subjec:t Matter Expert (SME), Team
Leaders, Team Coaches

Respond to issues not
resolved at Tier 1

Denver: B00-419-
8809
Denver After Hours
Duty Pager: 800-423-
3541
Minnea Its: 800-366-

I

(" ~;¢ ¢"tu'l'4i 5|

Qwest contact information is located in Wholesale Customer Contact, (List blue text to:
http:l/www.qwest.com/wholesale/clecs/escalations.html)
Expedites and Escalations
1

Cont ae t s

Qwest 101 "Doing Business With Qwest"

This introductory instructor-led training course is designed to teach the CLEC and Reseller how to
do business with Qwest. It wit! provide a general overview of products and services, Qwest billing
and support systems, processes for submitting service requests, reports, and web resource
access information. Click here (Link blue text to:
http://www.qwest.oom/wholesale/trainingAlt_desc_qwest_101 ,html) for course detail and
registration information.

T r a i n i n g

Should you have questions, or need additional information related to the expedite or escalation
processes defined above, contact your Qwest Service Manager (Link blue text to:
http;//www.qwest.com!whoiesale/clecs/accountmanagers.html) for assistance.

Escalations - Technical Escalation Process
Additional information about the Technical Escalation Process can be obtained from Qwest's
Operations Support Systems General Information. (Link blue text to:
http:/iwww.qwest.oom/wholesale/systems/generalinfo.html)
Note: Occasionally, your end-user may find their way to the Qwest Wholesale Center or Qwest
Service Manager and our Wholesale Center Representatives will explain that you are our
customer aha direct them to you for assistance.

http3Ifwww.qwest.com/wholesalefcfecs/maintenance.html) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) (Link blue text to:
hftp:/!www.qwes€.com/wholesale/systems/heeLhtml) for ongoing status if your service was
requested on an ASR.

Local Service Requests (LSRs)

we we

'3>,'
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9974
Minneapolis After
Hours Duty Pager:
612-522.3624

Tier 3 Appropriate Qwest Service
Manager

Respond to issues not
resolved at Tier 2

Service Manager
(Link blue text to:
hp: / gwesnwm
/wholesale/ciecs/acco
untmanagers.html)

Center Products & Services Contacts Fax

Des Moines LIS, Feature Group, Private Line,
Analog/Digital, HiCap Sewioes
(e.g., DS1, DS3, Sonet, SS7,
SHARP,.SHNS) , Frame Reta

877-340-9627 515-286~6160

Salt Lake City LIS, Feature Group, Private Line,
Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SS7,
SHARP, SHNS)

800-3336498 801 -239-4070

v.. I  . .1 .-. 1. -

Center I Products & Services Contacts Fax

SaltLake Ci All 800-879-4072 801-239-5070

| Last Update:,Aoril 29, 2004 . .

I

I

This section is currently being compiled based on your feedback.

.

2

Frequently Asked Questions

META Tags: Expedites, Escalations

>

Non ASR/LSRs

Access Service Requests (ASRs) Note: Your Qwest Service Manager (Link blue text to:
http://www.qwest.oom/wholesaleiclecs/accountmanagers.htmI) will advise you which center
to contact.
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(SIG)(Linkblur. text to:
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Deleted: PCAT_Exp__Esd_V11. 1

I .F°r any of the above conditions. 9>p994ed_f994e_s$94444 maiifa94119!9riQr49[ ether..
submitting your service request.

,Requesting an expedite follows one of two processes. deuendinq on the Droduct being requested
and the Ianouaqe in your Interconnection Agreement (ICA). ,If the request being expedited is for a
product on the list of products in the "Pre-Aooroved Expedites" (see below and your ICA has
language suooortinq expedited requests with a "her Dav' exoediterate. then the request does not
need aonroval. If the request being expedited is for a Droduct that is not on the defined list, or
your ICA does not support a "per Dav' expedite rate. then the expedited request follows the
Drocess defined in the "Expedites Requiring ADDrovaI" section below.

Expedites Requiring ADDroval
If your ICA does not contain. or has not been amended to include Ianquaae for expedites with an
associated "Der Dav" expedite rate, or if the request is for a Droduct that is not listed in the "Pre-
ADDroved Exoedites" section below, the folio*rvinQ expedite Drocess applies

Following is a list of conditions where an expedite is Granted:
¢ Fire
I Flood
• Medical emergency
• National emergency

Conditions where your end-user is completely out of service (primary line)
Disconnect in error by Qwest

• Requested service necessary for your end-usefs grand opening event delayed for facilities or
equipment reasons with a future RFS date
Delayed orders with a future RFS date that meet any of the above described conditions

To request an expedite on a Local Service Request (LSR) you can either:
» Submit the request with your expedited due date and populate the EXP field. Also

induce in REMARKS the reason for the expedited request and then call the Qwest Call
Center.

The following summarizes the processes used within Qwest for all Wholesale Products and
Services to handle expedite and escalation requests.

Expedi tes

Qwest quickly responds to your escalation or expedite requests offering you clear and complete
explanations so you can satisfactorily respond to your end-users.

History Log (Link blue text to: Replace Existing Download With Attached History Log)

Expedites & Escalations Overview -y11 .o

Introduction

Expedites are requests for an improved standard interval that is shorter than the interval
defined in our Service Interval Guide (SIG) (Link blue text to:
http://www.qwest.com/wholesale/quides/siq/index.htmI) or your Interconnection Agreement
(ICA), Individual Case Basis (ICE) or committed to ICE (Ready for Seivice (RFS) + Interval)
date.
Escalations can be initiated for any issue, at anytime, and at any escalation point.
Escalations can also be for requests for status or intervention around a missed date.
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Jo the expedited request is approvedand the original request wntained the expedited due date
and the EXP field was populated, Qwest will return a Firm Order Confirmation (FOC)
,acknowledqinq theweed to exp§s1i!e5l_<ius>_d9te.- -1ttbe 9x-ee-dile¢! Qf-a9feed_t9999 siet9ls-
different from what was originally submitted on the ,ASR or LSR. Qwest will pontact you and
request that you supplement your readest with the aclreed to expedited date. The EXP yield on
the supplement ASR or LSR must also be populated. If the supplement is not received within
four business hours. Qwest will continue to process the ASR or LSR as if the expedited request,
was not received and will FOC back the standard interval or the original due date provided on the
ASR or LSR if it was longer than the standard interval.

Non-Designed/Dispatch Required
For requests that require a dispatch, the Network organization is contacted to determine
Tedtnician availability. If appointments are available on the requested due date, your expedite is
granted. If no appointments are available, thenQwest will offer an alternative date, if one is
available, prior to the requested due date. You can expect to receive a response to your
expedited request usually within four business hours.

DesignedServices
For Designed Services, the Network organization is contacted to determine resource availability
for the Central Office and Outside Technicians as well as for the Testers.that work with you to
accept the service. You can expect to receive a response usually within four business hours.

Approved Expedited Requests

Non-Designed/No Dispatch Required
For requests that do not require a dispatch, the order is issued with the expedited due date.

You may be asked to provide verification of the expedited reason, such as in medial
emergencies or grand opening events. The type of verification required will depend on the
specific circumstances of the expedite and will be determined on an Individual Case Basis (ICE).

Once your expedite request is received, your Wholesale representative will review the request
based on the previous list of available expedite scenarios to determine if the request is eligible for
an expedite. If approved, the next step is to contact our Network organization to determine
resource availability.

Depending on the type of service on the account, the following action is taken once the request is
determined to be eligible for an expedited due date:

To request an expedite on service requests issued via an Access Service Request (ASR), you
may use either of the options described above for LSRs to submit the ASR. You should then
contact one of the following two centers depending on which center processes your service
requests:

Des Moines, IA on 1-877-340-9627
I Salt Lake City, UT on 1-800-333-5498

For Des Moines and Salt Lake City, when calling one of the above numbers, ask for a
representative that handles expedited requests.

In both scenarios, a call to the Qwest Call Center is required on 1-888-796-9087 to process
the expedited request.

Submit the request with a due date interval from our SIG (Link italicized text to:
http:/iwww,qwest.com/whoiesaielguidesisig/index.html) or your iCe and then call the
Qwest Call Center.

Page 2 of 6
PCAT Exe Encl v11,..
Last saved by nun

,v'1,

'

*r
M

.I Deleted: PCAT_Exp__Esd_V11 .0_re
Alinecompare

Deleted: stekave

Deleted: LSR, Qwest will indicate via
the appropriate PIA value on the
Local Request FOC form that the due
date has been changed from the

I

V



Attachment 4
3 of 6

Formatted: Do not dleck spelling or
grammar

Deleted: PCAT__Exp_Esd_v11 . 1

85:,.-,

If the request does not meet the criteria for the Pre-ADDroved Expedite Drocess. the ASR or LSR
will be Drocessed under the guidelines for Expedites Reauirinq Approval as described above.

Following is a list of the Droducts that rnav be expedited and will receive the appropriate Expedite
Charge;

When Qwest receives an ASR or LSR with the EXP Dooulated and the DDD is less than the
standard interval. Qwest will determine if the request is eligible for an expedite without a call from
you. If the request meets the criteria for the Pre-Anoroved Expedite Drocess. Qwest will process
the request and return a FOC acknowledcinq the expedited due date. The appropriate expedite
charge will be added to your service order.

The Pre-ADDroved expedite process is available with the Droducts listed below when your ICA
contains lanauaqe for expedites with an associated Der Dav expedite charge. An expedite charge
coolies for every Dav that the due date interval is improved. based on the standard interval in the
SIG, ICA, or ICE criteria as described above. It is not necessary for you to call into Qwest to
have the expedite approved. To expedite a service request on an ASR or LSR you must
ovulate the EXP field and Dur the desired expedited due date in the DDD field on the ASR or
LSR.

If denied, then we will provide you reasons that the request was denied or we will offer an
alterative date thatwe could install the service. If the request is denied, andyou still want to
continue to have Qwest provision the service request, Qwest will return a FOC wiUl the standard
interval or the original due date provided on the FOC if it was longer than the standard interval.

Pre-ApprovedExpedites

Denied Expedited Requests

•

•

9

•

•

•

1

c

UBL all exceot 2w/4w analog
Analog PBX DID
Private Line (DSO. DS1_ DS3 or above
ISDN PRI TI
ISDN PRI Trunk
ISDN BRI Trunk
Frame Relav Trunk
DESIGNED TRUNKS (Includes designed PBX trunks) Trunk
MDS / MDSI (HIS OnlvI
DPAs (multiple DPAs or Fx, FCOI Trunk
UBL DID (Unbundled dIQII3I trunk)
UBL DS1 (Unbundled diQitaI trunk facility
UNE~C PL (EEL)
UNE-P ISDN BRI
UNE-P DSS Facility
UNE-P DSS Trunk
UNE-P PRI ISDN Fadlitv
UNE-P PRI ISDN Trunk
UNE-P PBX Designed Trunks
UNE-P PBX DID IN-Onlv Trunks
UDIT
LIS
CCSAC SS7 Trunk or Facilitv
Unbundled Dark Fiber
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At your discretion, you may initiate an escalation of your trouble report through our electronic
interface Customer Electronic Maintenance and Repair (CEMR) or by calling either the Account
Maintenance Support Center (AMSC) for Unbundled Network Elements (UnEs) and Complex
services or the Repair Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) and
Non-Complex services. Refer to our Maintenance and Repair Dverview (Link blue tex.t to:
http://www.qwest.com/wholesale/clecs/maintenance.html) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) (Link blue text to:
http://www.qwest.com/wholesale/systems/heet.html) for ongoing status if your service was
requested on an ASR.

Escalatlons - TechnicalEscalationProcess
Additional information about the Technical Escalation Process can be obtained from Qwest's
Operations Support Systems General Information. (Link blue text to:
http:/Iwww.qwest.oom/wholesale/systems/generalinfo.html)
Note: Occasionally, your end-user may find their way to the Qwest Wholesale Center or Qwest
Service Manager and our Wholesale Center Representatives will explain that you are our
customer and direct them to you for assistance.

Escalations - Maintenance and Repair

Qwest's Service Centers pro-actively escalate any critical dates in jeopardy and will notify you. If,
however, you find it necessary to initiate an escalation, call the assigned Qwest Wholesale
Center RepresentatiVe at one of the numbers listed in the Expedites section for assistance.
Regardless of how initiated, by you or internally, Qwest escalation roles and responsibilities can
be summarized as:
• Qwest Wholesale Center Representatives

Local Service Request (LSR) or Access Service Request (ASR) escalations related to
Rejects/Delayed orders, critical dates and Fimw Order Confirmations (For).
Qwest Sewioe Manager
Involved only after normal processes fail to resolve the escalation to your satisfaction.
Evaluates the situation based on commitments managing associated resolution activities.
Qwest Senior Service Manager/Director
Involved only when the Service Manager's efforts are unsuccessful. Provides direction to
those working the issue, partnering with Center Coaches and Team leaders.
Qwest Senior Service DirectorNioe President
Contacted for direction and/or assistance for those working the escalation, providing timely
status updates back to the prior level and you directly.

Escalations are a request for status or intervention around a missed critical date such as:
c Plant Test Date (PTD)
• Due Date (DD)
• Ready For Service (RFS)

Note: Arv requests that are expedited due to a Qwest caused reason, do not incur an expedite
ch3rQ9_

Should you have questions, or need additional information related to the expedite or escalation
processes defined above, contact your Qwest Service Manager (Link blue text to:
http://www.qwest.com/wholesale/clecs/accountmanagers.html) for assistance.

Escalations
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Wholesale Center
Tier Responsibili Activi Contacts
Tier 0 Interoonneci Sewioe Center (INC) First point of contact

for CLECs
Ticket opened

B88-796-9087

Tier 1 Customer Service Inquiry and
Education Center (CSIE)

Respond to issues not
resolved at Tier 0

888-796-9087

Tier 2 Subject Matter Expert (SME), Team
Leaders, Team Coaches

Respond to issues not
resolved at Tier 1

Denver: 800-419-
8809
Denver After Hours
Duty Pager: 800-423-
3541
Minneapolis: 800-386-
9974
Minneapolis After
Hours Duty Pager:
612-522-3624

Tier 3 Appropriate Qwest Service
Manager

Respond to issues not
resowed at Tier 2

Service Manager
(Link blue text to:
htipd/www.qwest.com
/wholesale/decs/acoo
urltmanagers.html)

Center Products & Services Contacts Fax

Des Moines LIS, Feature Group, Private Une,
AnaloglDigitaI, HiCap Services
(e.g., DS1, DS3, Sonet, SS7.
SHARP, SHNS) , Frame Relay

B77-340-9627 515-286-5180

Salt Lake City LIS, Feature Group, Private Line, 800-333-5498 801 -239-4070
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Qwest contact information is located in Wholesale Customer Contacts. (List blue text to:
http://www.qwest.com/wholesale/clecs/escalations.htmI)
Expedites and Escalations

Local Service Requests (LSRs)

Contacts

Qwest 101 "Doing Business With Qwest"

This introductory instructor-led training course is designed to teach the CLEC and Reseller how to
do business with Qwest. it will provide a general overview of products and services, Qwest billing
and support systems, processes for submitting service requests, reports, and web resource
access information. Click here (Link blue text to:
http://www.qwest.com/wholesaleftraining/iit_desc.._qwest_101 .html) for course detail and
registration information.

Training

Access Service Requests (ASRs) Note: Your Qwest Service Manager (Link blue text to:
http://www.qwest.com/wholesale/decs/accountmanagers.html) will advise you which center
to contact.
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Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SSH,
SHARP, SHNS)

Center Products & Services Contacts Fax

Salt Lake Ci All 800-879-4072 801-239-5070

,ai¢v

This section is currently being compiled based on your feedback.

Last Update:,lull 30. 2004

Frequently Asked Questions

Non ASR/LSRs

:=€;

1 Deleted: May 25, 2004
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V11 , $0
(Including
2W/4W Analog)

V11,$0

V11, $200 V11, $200

V11

(1) Requiring Approval, (2) Pre-Approved

Pre-V11

Process: (1) Expedites

.f »9~;=... s '

Design? Non-Design

Requiring Approval
(Qwest will expedite for
zero charge if request
meets conditions)

Pre-Approved
(Qwest will expedite
under any conditions
if CLEC pays
expedite charge)

' (1) Fire; (2) Flood; (3) Medical anergeicy; (4) National emergent, (5) Conditions where the end-user is completely om al aim (primary line); (6)
niscunnea in nor by Qwest; (7) Requested service is necessary lot Ami-users grand opening ever delayed for iadliiies or equipment reasons with a
future RFS date; (8) Delayed orders with a runira RFS date man meets any of the ab0V841'1er11ior'led oondWons: (9) National Seauity; (10) Business
classes d servioo are unable to did 911 due lo previous older adivily; and. (11) Business dassee al service where hunting, can forwarding or voice mail
features ah not working oorredry due to previous order activity where the end-4Jsels business is being cririeany affected

' For purposes d this illustration, 'Designed Services' shat meal the of regulated drcuils rsquirlng treatment, equipment or engineering
designpudrased from the Compaly's tariff or on al IndWdual conrad basis, inducing but not limitedto, Analog Private Line services, DS1 (including
channelized), DS3. ISDN~BRI, special assemblies,Franz Relay Service, ATM Service and JAN Switching Services,
(Source: Qwest New Mexico Advanced Communications Tariff, Section 2. Page 24, Release 3)
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Expedites Requiring Approval
For products not listed in the Pre-Approved Expedite section below, (non-designed products such
as POTS, Centrex or DSL service), or if your ICA does not contain, or has not been amended to
include language for expedites with an associated "per day' expedite rate for those specified
designed services, the following expedite process applies. Expedite charges are not applicable
with the Expedites Requiring Approval process.

Requesting an expedite follows one of two processes, depending on the product being requested
and the language in your Interconnection Agreement (ICA). If the request being expedited is for a
product on the list of products in the "PreApproved Expedites' (see below) and your ICA has
language supporting expedited requests with a "per day" expedite rate, then the requested does
not need approval. If the request being expedited is for a product that is not on the defined list, or
your ICA does not support a "per day' expedite rate, then the expedited request follows the
process defined in the "Expedites Requiring Approval" section below.

The following summarizes the processes used within Qwest for all Wholesale Products and
Services to handle expedite and escalation requests.

Following is a list of conditions where an expedite is granted:
» Fire
• FlOOd
v Medical emergency
¢ National emergency
» Conditions where your end-user is completely out of service (primary line)
e Disconnect in error by Qwest

Requested service necessary for your end-user's grand opening event delayed for facilities or
equipment reasons with a future RFS date
Delayed orders with a future RFS date that meet any of the above described conditions
National Security
Business Classes of Service unable to dial 911 due to previous order activity
Business Classes of Service where hunting, call forwarding or voice mail features are not
working correctly due to previous order activity where the end-users business is being
critically affected

History Log (Link italicized text to: Replace Existing Download With Attached History Log)

Qwest quickly responds to your escalation or expedite requests offering you clear and complete
explanations so you can satisfactorily respond to your end-users.

Expedi tes

Introduction

Expedites and Escalations Overview -y27.0

Expedites are requests for an improved standard interval that is shorter than the interval
defined in our Service Interval Guide (SIG) (Link italicized text to:
http1/!www.qwest.com/'wholesalelguides/siglindex.html) or your interconnection Agreement
(ICA), Individual Case Basis (ICE) or committed to ICE (Ready for Service (RFS) + Interval)
date.
Escalations can be initiated for any issue, at anytime, and at any escalation point.
Escalations.can also be for requests for status or intervention around a missed date.
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Depending on the type of service on the account, the following action is taken once the request is
determined to be eligible for an expedited due date:

Once your expedite request is received, your Wholesale representative will review the request
based on the previous list of available expedite scenarios to determine if the request is eligible for
an expedite. If approved, the next step is to contact our Network organization to determine
resource availability.

You may be asked to provide verification of the expedited reason or situation for any of Me
expedite reasons listed above. In some cases, you may be asked for the service order number
that caused the expedite condition, such as the service order number that caused the hunting or
call forwarding expedite. The type of verification required will depend on the specific
circumstances of the expedite and will be determined on an Individual Case Basis (IcB).

To request an expedite on service requests issued via an Access Service Request (ASR), you
may use either of the options described above for LSRs to submit the ASR. You should then call
1 800-244-1271

Non-DesignedDispatch Required
For requests that require a dispatch, the Network organization is contacted to determine
Technician availability. If appointments are available on the requested due date, your expedite is
granted. If no appointments are available, then Qwest will offer an alternative date, if one is
available, prior to the requested due date. You can expect to receive a response to your
expedited request usually within four business hours.

Non~DesignedNo Dispatch Required
For requests that do not require a dispatch, the order is issued with the expedited due date.

Designed Services
For Designed Services, the Network organization is contacted to determine resource availability
for the Central Office and Outside Technicians as well as for the Testers that work with you to
accept the service. You can expect to receive a response usually within four business hours.

Approved Expedited Requests

To request an expedite on a Local Service Request (LSR) you can either:
Submit the request with your expedited due date and populate the EXP Held. Also
induce in REMARKS the reason for the expedited request and then call the Qwest Call
Center.
Submit the request with a due date interval from our SIG (Link italicized text to:
http:!/www.qwest.com/wholesale/guides/sig/index.html) or your ICA and then call the
Qwest Call Center.

If the expedited request is approved and the original request contained the expedited due date
and the EXP field was populated, Qwest will return a Firm Order Confirmation (FOC)
acknowledging the agreed to expedited due date. If the expedited or agreed to due date is
different from what was originally submitted on the ASR or LSR, Qwest will contact you and
request that you supplement your request with the agreed to expedited date. The EXP held on
the supplement ASR or LSR must also be populated. If the supplement is not received within

For any of the above conditions, expedited request can be made either prior to, or after,
submitting your service request.

In both scenarios, a call to the Qwest Call Center is required on 1-888-796-9087 to process
the expedited request.
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If the request does not meet the criteria for the Pre-Approved Expedite process, the ASR or LSR
will be processed under the guidelines for Expedites Requiring Approval as described above.

When Qwest receives an ASR or LSR with the EXP populated and the DDD is less than the
standard interval, Qwest will determine if the request is eligible for an expedite without a call from
you. If the request meets the criteria for the Pre-Approved Expedite process, Qwest will process
the request and return a FOC acknowledging the expedited due date. The appropriate expedite
charge will be added to your service order.

NOTE: If you order Resold Design Products, which are identified below, you do not need to sign
an amendment. You are automatically included based on the terms and conditions outlined in the
ICA and individual state tariffs, catalogs or price lists.

The Pre-Approved expedite process is available in all states except Washington for the products
listed below when your ICA contains language for expedites with an associated per day expedite
charge. An expedite charge applies per ASR or LSR for every day that the due date interval is
improved, based on the standard interval in the SIG, ICA, or ICE asteria as described above. It is
not necessary for you to call into Qwest to have the expedite approved. To expedite a sewioe
request on an ASR or LSR you must populate the EXP field and put the desired expedited due
date in the DDD field on the ASR or LSR.

four business hours, Qwest will continue toprocess the ASR or LSR as if the expedited request
was not received and will FOC back the standard interval or the original due date provided on the
ASR or LSR if it was longer than the standard interval.

If denied, then we will provide you reasons that the request was denied or we will offer an
alterative date that we could install the service. If the request is denied, and you still want to
continue to have Qwest provision the service request, Qwest will return a FOC with the standard
interval or the original due date provided on the FOC if it was longer than the standard interval.

Denied Expedited Requests

Pre~Approved Expedites

€'8l*Y\I
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Following is a list of the products, which require an amendment and may be expedited that will
receive the appropriate Expedite Charge: .

I urL,.. .. _ ..... _ _ _ _ _ .. _ .. _ .,
• UBL DID (Unbundled digital trunk)
s UBL DS1 (Unbundled digital trunk facility)
• UNE-C PL (EEL)
• UNE-P ISDN BRI
l UNE-P DSS Facility
• UNE-P DSS Trunk
• UNE-P PRI ISDN Facility
• UNE-P PRI ISDN Trunk
• UNE-P PBX Designed Trunks
• UNE-P PBX DID in-only Trunks
» Port In/Port within associated with any of the applicable lesioned Droducts listed above
I UDIT
• LIS

CCSAC SS7 Trunk or Facility
• Unbundled Dark Fiber
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Following is a list of Resold Designed Products, which do not require an amendment, which may
be expedited and wit! receive the appropriate expedite charge:

• Analog PBX DID
» Private Line (DSG, DS1, DS3 or above)
I ISDN PRI TI
• ISDN PRI Trunk
• ISDN BRI Trunk

Frame Relay Trunk
DESIGNED TRUNKS (Includes designed PBX trunks) Trunk

l MDS / MDSI (HIS Only)
• DPAs (multiple DPAS or FX, FCO) Trunk

Port in/Port Within associated with any of the applicable designed products listed above " "[ Formatted: Bullets and Numbering

Note: Any requests that are expedited due to a Qwest caused reason, do not incur an expedite
charge. Additionally, if the due date of an expedited request is missed due to Qwest reasons,
expedite charges do not apply.

If the order becomes a Delayed Order on the due date, Qwest will cooperatively work with you to
obtain the best Ready For Service date (RFS) possible and expedite charges do not apply.

If an order becomes delayed for facilities prior to the due date, once Qwest establishes a new
RFS it is communicated to you via the FOC. If you do not accept the due date that is
established and request to expedite the RFS, expedite charges may apply. Each expedited
delayed order request will be reviewed on an ICE to determine if expedite charges apply. If
the expedited due date request results in Qwest incurring additional costs to improve the date
that was Foc'd, expedite charges apply. Qwest will advise you if expedite charges apply prior
to confirming the expedited request to obtain approval from you, or offer an alternate date
that Qwes* can meet. The expedite charges will be based on the number of days improved
from the original RFS date.

Expedites Supporting Non-Qwest caused Restoral Requests

This process includes Restoral Requests on Resale/UnE-p/Retail to Resale or UNE-P
Conversions and Transfer of Service when the service orders have completed. This process
applies to Resale/UNE-P POTS, Resale/UnE-S and Resale UNE-P Centrex 21 products,
including oiL.

You will follow this documented Expedite process as outlined when you require an expedite to a
standard interval in order to restore an end-user due to a Non-Qwest caused out of service
condition. An expedite restoral request is a result of your inability to complete a conversion or
outside move service request where you were unable to cancel or change the due date on the
service order(s) prior to order completion. Restoral requests may involve you alone, a Qwest
Retail account and you, or you and a different CLEC on conversion and outside move (T 8. F)
type service order's. Restoral requests will be accepted for both full and partial restorals. Deleted: PCAT__Exp_Esd__v27.0.do

c
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When an expedite restoral request situation occurs, refer to the following when you prepare your
service request:
• Issue the Restoral Request LSR as directed per the Decision Charts and order type

scenario's.
I Populate the RPON field with the PON used on the original LSR if available
• Populate the EXP field
• Populate Manual IND = Y
» The REMARKS Reid can be populated with the specific reason for the request such as:
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The fo l low ing Order  Type Scenar io 's  are  inc luded in  t h is  res tora l  process :
1 . R es a le /  U N E-P  T  &  F ,  s am e C LEC
2. Resale to UNE~P Convers ion as  is .  same CLEC
3. Resale  t o  UNE-P Convers ion as  spec i f ied,  same CLEC
4 . UNE-P to  Resale  Convers ion as  is ,  same CLEC
5. UNE-P to Resale Convers ion as  spec i f ied, same C L E C
6.  R es a le  /  U N E-P M igra t ion  t o  new  C LEC  w i t h  mov e v ia  s ing le  LSR
7 . Resale to  UNE-P Convers ion as  is ,  t o  a new CLEC
8. Resale to  UNE-P Convers ion as  spec i f ied,  to  a new CLEC
9. UNE-P to Resale Convers ion as  is .  t o  a new CLEC
10.  UNE-P to  Resale Convers ion as  is ,  t o  a  new CLEC
11.  Qwes t  Reta i l  t o  Resale /  UNE-P Convers ion as  is
12.  Qwes t  Reta i l  t o  Resale /  UNE-P Convers ion as  spec i f ied

•

•

•

•

R e s t r i c t i o n s
You must  issue appropr iate LSRs f i rs t  ( i f  d i rec ted to do so per the Dec is ion Chart  below)
fo l lowed by  opening a Cal l  Center  escalat ion t icket .  Res toral  reques ts  received pr ior  to new
LSR issuance w i l l  not  be accepted,  exc ludes  Qwest  Retai l  res torals .
Standard intervals  mus t  be used when submit t ing LSRs,  CSIE w i l l  expedi te due date
appropr iately  for res toral
Expedi ted res toral  reques ts  must  be reques ted w i th in 24 hours ,  ex tending into the nex t
bus iness  day ,  fo l low ing the LSR complet ion date.  Res tora l  reques ts  received af ter  3 PM w i l l
be cons idered next  bus iness  day work  ac t iv i ty ,  th is  inc ludes res toral  requests  received af ter  3
PM on Saturday  based on the SlG (except  for  DSL) . "
Serv ice being res tored must  be the same type of  serv ice w i th same features ,  same TN's ,  etc .
as  was  prev ious ly  prov is ioned.  Ful l  or  par t ia l  res torals  are acceptable.
Qwest  wi l l  reuse fac i l i t ies  when the fac i l i t ies  are avai lable for the restoral .
A l l  appl icable rew i r ing and non-recurr ing charges  w i l l  apply ,  based on order  complet ion and
phys ical  work  that  was completed or  needs to be completed to res tore serv ice.  Retai l
prac t ices  w i l l  apply  when res tor ing Qwest  Retai l  accounts .
When a res toral  involves  two CLECs,  i t  is  up to you and the old CLEC to coordinate and
agree upon an expedi te,  pr ior  to opening up the Cal l  Center  Escalat ion t icket (s ) .
Expedi te charges  may  apply  based upon indiv idual  in terconnec t ion agreements ,  s late tar i f f s
o r  SGAT S.

» Restoral  reques t  Ful l ,  Resale to UNE-P cony ,  res tore or ig inal  serv ice,  Or
Restoral  request ,  Part ia l ,  Resale to UNE-P cony ,  res tore or ig inal  serv ice,  Or
Restoral  request ,  Part ia l ,  UNE-P to Resale cony ,  res tore or ig inal  serv ice,  Or
Restoral  reques t ,  Ful l ,  Resale or  UNE-P T&F,  res tore F  locat ion,  etc . ,  Or

¢ Res tora l  Reques t ,  Res tore or ig ina l  fu l l  sew ioe back  to  CLEC XXXX,  Or
» Restoral  Reques t , Restore or ig inal  par t ia l  serv ice back  to CLEC XXXX,  Or
» Restoral  Request ,  Restore or ig inal  F  Loc  serv ice,  fu l l /part iaf  back  to old CLEC
• Restoral  Request ,  D isc  serv ice,  res tore or iginal  Retai l  serv ice,  ful l /part ial

C ont ac t  t he  W ho les a le  I n t e rc onnec t  Serv ic es  C ent er  ( i s )  a t  888  796-9087
Open an Escalat ion t icket .
Reques t  a Warm Trans fer  to  the Cus tomer Serv ice Inqui ry  and Educat ion Center  (CSIE)  T ier
1 support  group.
Reques t  a Res tora l  Reques t  for  Prev ious  Serv ice.

» Prov ide LSR ID  i f  appropr iate per  Dec is ion Chart  and order  t ype scenar io 's .
Benef i ts

Expedited intervals  for  res toral  of  prev ious serv ice
Uni form documented process  for  res tora l  reques ts
Qwest  w i fe negate the one month minimum bi l l ing on a disconnect  or  convers ion serv ice order
as  appl icable.
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Decision Chart, Scenario's 1-5, Same CLEC
IF AND THEN

Conversion, Migration and/or
Move Service Order has
completed

You want full or partial restoral
of previous service

•

5

Issue Restoral Request LSR
as appropriate based on
order scenario and order
completion, such as a New
Connect, Change or
Conversion with or without
move, Transfer of Service or
Disconnect
Follow expedite procedures

Decision Chart, Scenario's 6-10, To a New CLEC
IF AND THEN

Conversion, Migration and/or
Move Service Order has
completed

You want full or partial restoral
of previous service

D

•

•

•

Either the end-user, or the
new CLEC and the end-user
must contact the old CLEC's
Customer Contact Center
and request that the end-
user's service be re-
established as previously
provisioned for the old
CLEC on Resale or UNE-P
service
Old CLEC must follow
expedite procedures
Old CLEC will issue
Restoral Request LSR as
appropriate based on order
scenario and order
completion, such as a New
Connect, Change or
Conversion with or without
move
New CLEC must follow
expedite procedures
New CLEC will issue
Disconnect LSR if required
based on order scenario
and order completion
Old agnew CLECs will
coordinate their order
activity
Contact your Qwest Service
Manager if you require
assistance with old CLEC
contact

Decision Chart, Scenario's 11-13, Conversion from Qwest Retail to New CLEC
IF AND THEN

Conversion, Migration and/or You want full or partial restoral Contact the Wholesale

I

13. Qwest Retail to Resale / UNE-P Conversion with move via single LSR process

Page 6 of 9
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Move Service Order has
Completed

of previous service

•

•

•

•

•

INC Call Center at 888
796-9087
Open an Escalation ticket
Request a warm transfer
to the CSlE Tier 1 support
group
Place a verbal Restoral
Request for Previous
Retail Service, full or
partial restoral
CSIE will advise you if a
new LSR will need to be
issued by you
If a new LSR is needed
and is not issued within 2
business hours, the
escalation ticket will be
closed. If this occurs, the
CLEC must start the
expedite process again
once the LSR has been
issued as directed.

Formatted: Do not check spelling or
grammar
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Escalations are a request for status or intervention around a missed critical date such as:
Plant Test Date (PTD)
Due Date (DD)
Ready For Service (RFS)

Qwest's Service Centers pro-actively escalate any critical dates in jeopardy and will notify you. If,
however, you End it necessary to initiate an escalation, call the assigned Qwest Wholesale
Center Representative at one of the numbers listed in the Expedites section for assistance.
Regardless of how initiated, by you or internally, Qwest escalation roles and responsibilities can
be summarized as:
l Qwest Wholesale Center Representatives

Local Service Request (LSR) or Access Service Request (ASR) escalations related to
Rejects/Delayed orders, critical dates and Firm Order Confirmations (FOC).
Qwest Service Manager
Involved only after normal processes fail to resolve the escalation to your satisfaction.
Evaluates the situation based on commitments managing associated resolution activities.
Qwest Senior Service Manager/Director
Involved only when the Service Manager's efforts are unsuccessful. Provides direction to
those working the issue, partnering with Center Coaches and Team leaders.
Qwest Senior Service Director/Vice President
Contacted for direction and/or assistance for those working the escalation, providing timely
status updates back to the prior level and you directly.

Escalations
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Escalations - Maintenance and Repair

At Your discretion, you may initiate an escalation of your trouble report through our electronic
interface Customer Electronic Maintenance and Repair (CEMR) or by calling either the Account
Maintenance Support Center (AMSC) for Unbundled Network Elements (UnEs) and Complex

L
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Wholesale Center
Tier Responsibili Activi
Tier 0 Interconnect Service Center (INC) First point of contact

for CLECS
Ticket opened

888-796-9087

Tier 1 Customer Service Inquiry and
Education Center (CSIE)

Respond to issues not
resolved at Tier 0

888-795-9087

Tier 2 Subject Matter Expert (SME), Team
Leaders, Team Coaches

Respond to issues not
resolved at Tier 1

800-366-9974

Tier 3 Appropriate Qwest Service
Manager

Respond to issues not
resolved at Tier 2

Service Manager
(Link italicized text to: Deleted: PcAT_Exp__Esd_v26.0.do

c

Qwest 101 "Doing Business With Qwest"

This introductory instructor-led training course is designed to teach the CLEC and Reseller how to
do business with Qwest. It will provide a general overview of products and services, Qwest billing
and support systems, processes for submitting service requests, reports, and web resource
access information. Click here (Life italicized text to:
http1/lwww.qwest.oom/whoiesaleltrair:ingiilt_desc__qwest_101 .html) for course detail and
registration information.

Should you have questions, or need additional information related to the expedite or escalation
processes defined above, contact your Qwest Service Manager (Link italicized text to;
http;/Anww.qwest.com/wholesate/clecsfaccountmanagers.html) for assistance.

Tra in ing

Escalations - TechnicalEscalation Process
Additional information about the Technical Escalation Process can be obtained from Qwest's
Operations Support Systems General Information. (Link italicized text to:
httpzi/www.qwest.com/wholesale!systems/generalinfo.htrnI)
Note: Occasionally, your end-user may find their way to the Qwest Wholesale Center or Qwest
Service Manager and our Wholesale Center Representatives will explain that you are our
customer and direct them to you for assistance.

services or the Repair Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) and
Non-Complex services. Refer to our Maintenance and Repair Overview (Link italicized text to:
http://www.qwest.com/wholesaie/clec:s.»'maintenance.html) for additional information. You' will be
referred to Held, Escalated 8..Expedited Tool (HEET) (Link italicized text to:
http:/iwww.qwest.com/whclesale/systems/heet.html) for ongoing status if your service was
requested on an ASR.

?5 mi;
J ¥4

11

Contacts
Qwest contactinformation is located in Wholesale Customer Contacts.(List italicized text to:
http:liwww.qwest.oom/wholesale/clecsiescalations.htmI)
Expedites and Es~ lotions

Lo ~I Sewioe Requests (LSRS)•

Contacts 1

I
I
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http:// .qwest.wm
/wholesale/decs/acco
untmanagers.html)

Products & Services Contacts Fax

515-285-6160All 800-244-1271

Products & Services Contacts Fax

All
l 800-244-1271.

Formatted: Donot check spelling or
grammar

NOTE: The Interconnect Service Center (INC) will not be available for transfers after 8:00 PM
Mountain Time Monday through Friday and transfers will not be available on Saturday. Qwest's
Service center is available to assist with your needs and, if additional assistance is required you
will be transferred to the customer Service Inquiry and Education (CSIE) Center until 8:00 PM
MTN Time Monday - Friday, If additional assistance is required after 8:00 PM or on Saturday,
Qwest will coordinate a call back or provide additional assistance as needed.

A call center ticket is opened on every call into the INC or the CSIE Center. Upon resolution of
the ti er a close code is assigned to the ticket. Upon request the close code is provided to you.
Should you disagree with the codes used to close the ticket you will use the escalation process.
For a list of the dose des used at the CSlE level see the Call Center Database Ticket Reports
section of theOrdering Overview PCAT_(Link italicized .text to:
http://www.qwest.cornlwholesale/'clecsfordering.html)_.

This section is currently being compiled based on your feedback.

Last Update:

Frequently Asked Questions

META Tags: Expedites. Escalations

5 ";#~'~"c

4

Access ServiceRequests (ASRs)

Non ASR/LSRs

I
I

,October 27. 2005

11

. :

515-285-6160
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V27, All
Design
Including
2W/4W
Analog

v11 , $2o0

v11
(1) Requiring Approval, (2) PreApproved

.Pre-V11
Process: (1) Expedites

:~,

Attachment ;

Designs Non-Design

Requir ing Approval
(Qwest will expedite for
zero charge if request
meets conditionsl)

Pre-Approved
(Qwest will expedite
under any conditions
if CLEC pays
expedite charge)

1 (1) Fire; (2) Flood; (3) Medical emergency, (4) National emergency; (5) Conditions where the end-user is nomplstdy out of sewiee (primary line), (6)
Disconnect in eur by Qwest (7) Requested sen/ice is fee°e==afv for end-user: grand opening even! delayed for fadlilies or equipment reasons-with a
future RFS dale, (8) Okayed orders aim a Mare RFS date that meets any d the above-menOoned conditions: (9) navona Security, (10) Business
classes or sewics are unable to dial 911 due Lu previous career aaivity; and, (11) Business classes d erica whets hunting, ed! forwarding orvoics mal
features ah ml w<=l*ir»9 correctly due to previous mer activity where the e116-users business is bing rhlicdly aIleded

.
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# Page/Section CLEC Comment Qwest Response
1 McCloud

10/25/05
Comment:
Qwestannounced it will
begin charging. expedite fee
for Zw/4w loops on Oct..
27th. Qwest justposted a
Expedites and Escalations
V30.which still.has the
2w/4w analog loop
exception included. I looked
at the previous version
(V29) and the exception was
also present in that. version.
Qwest has given until
November 3rd to comment
on the V30 sol don'tsee
how (1) Qwest can begin
.charging tomorrow (Oct..
27th) when the review isn't
complete and (2) Qwest can
even Claim that 2w/4w,
analog loopsrare no longer
anexception in the Pre- .
Approved Expedite process .
when it doesn't appear that
Qwest has addressed this
issue in prior reviews

The change referenced in this comment was
included in .Version27 which is already in.
effect. .

2. McCloud
..11/1/05
Commentz

There is no' condition being removed in the .
Version 30 change. The change referenced
in this commeNt was includedin Version 27

vo-mania 4~1!m vsreaewii
. 4. . . -. ... - 'A su . :..vauc

*@w1s*at§~1rn lm 1111411/21 was ws fznz 1219 was
'i494. | r

UQ!!!

.,¢».,

Hz
7/1812005

V27 (based al ad V26)

Identifies Zw/4w analog loops as

eligible for expedite changes

Rosxed ior Rsvi6w oenzlns

Cemmens Recv':I.

Eilhctlve 10/27/05

39888

vis (bam on
¢=-=4u=uo~ V25)

Pasild l'aRoview

Effentlvs 10/14105

V29 (bud on
ad V28)

Natlcd 10/17
Retracted 10/18

Qwest Response to Product:/process

i n mu ills

Comments


